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CHAPTER I 

INTRODUCTION 

 

1.1 Backgroundof the Study 

The development of the company depends on how the company can 

survive in business competition because business competition is getting tougher, 

making it difficult for companies to gain customers. The changing of business 

environment requires companies to maintain customer loyalty eventhough the 

products already have a certain market share but if customer loyalty cannot be 

maintained there will be a shift in brand. In such conditions, loyalty to the brand is 

needed so that the company can survive. According to Firmansyah (2019, p.153), 

brand is a name, sign, symbol or design or the combination of all which means as 

an identification of a product or service and make it different from the 

competitors. According to Panjaitan et al., (2016, p.146), trust is a way to reduce 

uncertainty in an environment where consumers feel chaotic but they know that 

they can rely on a trusted brand. According to Muhammad and Kharisma (2016, 

p.2), brand trust is the strength of a product that can make consumers feel satisfied 

so that consumers trust the brand. In addition, loyal customers convert and spend 

more frequent time with brands they are loyal too, and they will tell their friends 

and colleagues about those brands, which works as free referrals (Soph, 2019). A 

trusted brand is one of the top factors customers will consider when making a 

purchase which means the customers must be able to trust the brand first in order 
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to give a result as expected. Customers should not feel unsafe because they know 

they can rely on that brand. 

 Nowadays, business became more competitive by making its entrance into 

worldwide. Worldwide business includes exporting or importing which presents 

them with high quality products and improving the company’s reputation to build 

the customer trust. According to Troy (2019), export is a form of international 

trade where goods produced in one country are shipped to multiple countries for 

future sale or trade. The ability to export goods can help company to grow, 

increase sales and profits, gain new knowledge and skill that may allow the 

invention of new technologies, marketing practices and perspective into 

foreigncompetitors. The other component, import is a form of international trade 

where foreign goods and services bought by country’s residents are produced in a 

foreign country and sold to domestic residents. 

 Indonesia is one of 8 centers of genetic diversity, especially tropical fruits, 

one of which is durian. Durian is an exotic tropical fruit plant that is highly 

favored by various groups of people because of its distinctive taste and aroma 

which has many benefits such as for anti-aging treatments, increasing 

bloodpressure and as an aphrodisiac (Nazriah et al., 2018). Durian is a type of 

fruit that has become a special culinary from the city of Medan with its distinctive 

taste. One of the culinary businesses in the city of Medan is PT Ragam Buah 

Tropis, known as Young Durian, was established by or better known as Young. 

The business continues to grow and is now located on 15, Damai Street, Tanjung 

Gusta, Deli Serdang. Young Durian is a manufacture of frozen durian paste and 
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frozen peeled durian. Young Durian is also a retail business that engaged in 

selling various fruits such as durian, passion fruit, dragon fruit, avocado, noni, 

mangosteen and they also exports it to Malaysia particularly Penang. Before 

become a PT, the company was named as Young Durian since 2012 to 2018. 

Building a network for 7 years with farmers and sellers of durian in various parts 

of North Sumatra makes the company has no difficulty in getting supplies. They 

often contacted the durian farmers from various regions such as Sidikalang, 

Padang, Sibolga and others in order to be able to mapping durian producing areas 

in a period of time so that planning can be made whenever durian in an area can 

be harvested. 

The writer chose Young Durian for this research study because the 

company was having a problem in facing the degression in its sales performance 

because of the trust to the brand and customers loyalty which also Young Durian 

is still a new brand that often have difficulty and challenges in developing its 

business. The writer believe that by paying attention to the existing problems and 

any developments that might occur, it can provide a lesson for the writer in this 

research. And by doing this research, the writer believes that it can also help the 

company in dealing with these problems that occurs in the company and help 

other researchers to find out and further understanding the influence of brand trust 

and customer loyalty variable. 

 Eventhough Young Durian has been established for 6 years, brand trust 

and customer loyalty were challenging for company to handle in order for the 

business to grow. The challenges in brand trust were because of the brand 
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reputation, business location and limited awareness. Brand reputation means a 

brand that has a high reputation and are nationally recognized which will be more 

trusted by many customers because many customers make purchases based on 

reputation. There are  many competitors who have started the same business 

earlier than  PT Ragam Buah Tropis, Young Durian will have more difficulties in 

gaining the reputation and being recognized by the customers, because customers 

will likely to trust more experienced and better reputation companies. Meanwhile, 

location is a place that also act as the center of business activity because it can 

enlarge opportunities to attract and build relationship with customers, as well as 

helping to create an image and brand trust (Luthor, 2019). PT Ragam Buah Tropis 

is located  in a remote area with damaged, bumpy roads and in a narrow alley 

which makes customer distrust the company and cause difficulty for customers to 

recognize the brand and for the company, it is hard to build a relationship with the 

customers because of the few opportunities to meet them. The other factor is 

limited awareness which means that the amount of recognition and sales aiming 

for does not achieved as desired because there was only fewer people aware of the 

brand (Danni, 2019). PT Ragam Buah Tropis has a little brand awareness from 

people because the company only rely on posting on social media and the internet 

such as Google Business, Tokopedia, Bukalapak, Facebook, and Instagram. The 

company does not consistently active in posting any activities, products and latest 

updates for grabbing people attention, interest and trust. 

 In the other hand, the challenges in customer loyalty were because of 

satisfaction, lack of communication and switcher buyer. Satisfaction is the 
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approval factors that customer difficult to select an appropriate definition, to 

compare, to interpret empirical satisfaction data and to develop useful measures 

(Franziska, 2016, p.11). Customer satisfaction can be said as an accumulation of 

other brand loyalty factors. Eventhough PT Ragam Buah Tropis has offered high 

quality, good service and guarantees to its customer, the customer will still feel 

that this brand is not as good as the other brand for which they have already 

obtained a closebond, subscriptions and trust to the brand. Customer will be 

thinking twice about consider switching the brand due to the needs to start over 

again of establish a relationship and trust with the new brand. The other factor 

was lack of communication with customer whichtends to make customer forget 

that they are enrolled and start shopping with the competitors, weakening the 

connection they have to the community. PT Ragam Buah Tropis somehow 

overlooksome of  the simplest ways to create lasting bonds with customer by 

doing a personalized follow-up phone call after every sale for sets the stage of the 

next sale. The follow-up callhelpsdemonstrate a commitment to customer service 

excellence and alsocompany can get ideas for new goods and services based on 

customer feedback. When customers feel like they belong to a company, they will 

more likely become loyal in a long-term. Meanwhile, switcher buyer means that 

when a customer are either not loyal or not interested in any brand that is offered. 

In this case, PT Ragam Buah Tropis play as a small role in customer loyalty 

decisions because customer pay more attention to the prices than to the quality 

and service of the brand which make customers more often change over brands in 

consuming a category of product or service. 
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 Table 1.1 Numbers of Customers 2019 

Month Total Customer Customer Percentage 

Jan 100 0 

Feb 110 +15% 

Mar 120 +9.09% 

Apr 100 -16.6% 

May 80 -20% 

Jun 60 -25% 

Jul 70 +16.67% 

Aug 80 +14.28% 

Sept 70 -12.5% 

Oct 90 +28.57% 

Nov 80 -11.1% 

Dec 60 -25% 

Source: PT Ragam Buah Tropis Medan (2019) 

 PT Ragam Buah Tropis as the research object in this research is an 

international company which  provide quality services, products that are 

concerned with cleanliness and the benefits obtained  by customers. The writer 

believes that in doing its business, PT Ragam Buah Tropis will probably have to 

deal with the brand trust challenges as exporter to other country. This research 

was only conducted in the city of Medan so that it has limitations to obtain data 

about PT Ragam Buah Tropis. Therefore, the writer interested to do a research 

with the title “The Influence of Brand Trust towards Customer Loyalty at PT 

Ragam Buah Tropis, Medan”. 

 

1.2 Problem Limitation 

Due to limitation of time and data, this study focuses on the influence of 

brand trust towards customer loyalty at PT Ragam Buah Tropis in Medan. The 

study will be done through the utilization of questionnaire to the customers in 

Medan as reference. This study will only be limited to brand trust as independent 

variable and customer loyalty as dependent variable at PT Ragam Buah Tropis. 
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By the result and data, the researchers will be able to know about the influence of 

brand trust toward customer loyalty at PT Ragam Buah Tropis. 

 

1.3 Problem Formulation 

 Based on the research background, the problem can be further identified 

that with the increasing growth in the business world, it could causes high 

competition in fighting over customers. In such conditions, company are 

considering the importance of the influence of brand trust towards customer 

loyalty at PT. Ragam Buah Tropis, then the formulation of this research problem 

includes: 

1) How does PT. Ragam Buah Tropis make the customer trust the 

brand? 

2) Does brand trust have an influence towards customer loyalty at PT. 

Ragam Buah Tropis? 

 

1.4 Objective of the Research 

 Based on the formulation of the problem above, it was revealed to be the 

research objectives that will be answered in this study, the research objectives are 

as follows: 

1) Analyze the customer trust on the brand of PT. Ragam Buah Tro-

pis. 

2) Analyze the influence of brand trust towards customer loyalty at 

PT. Ragam Buah Tropis. 
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1.5 Benefit of Research 

 The benefit of the research is divided into two types, which are theoretical 

benefit and practical benefit. The writer hopes that this research covers the two 

benefits and can be useful in the future. 

1.5.1 Theoretical Benefit 

 With the results of this study, reader can learn some theories about brand 

trust toward customer loyalty and reader can have a deeper understanding to gain 

more knowledge about the concepts and benefits of brand trust.  

1.5.2 Practical Benefit 

 The benefits that can be taken from the results of the research, both as fol-

lows: 

1. The writer 

To further add insight and experience of the author in order to develop, 

share knowledge and also be able to apply the theory in accordance 

with the practices that occur in the field as obtained during the author’s 

lecture at the Faculty of Management, Pelita Harapan University. 

2. The Company 

Through this research, PT. Ragam Buah Tropis as an evaluation mate-

rial regarding of problems and obstacles in the brand trust towards cus-

tomer loyalty. Company can make this as information to increase and 

maintain customer loyalty through brand trust, so that companies can 
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present and develop dominant brand trust factors in future production 

to increase customer loyalty to the brand. 

3. Researchers and academics 

Through this research, researchers and academics can understand the 

application of theories and concepts from brand trust and customer 

loyalty in real business practices. The results of this study are expect-

ing to be able to provide information more broadly and deeply.  


