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CHAPTER III 

RESEARCH METHOD 

 

3.1. Type of Research and Data 

This study was a qualitative study. It is challenging 

to give a specific, valid and final definition of qualitative 

research. Among the available definitions suggested, 

Denzin and Lincoln’s definition in Handbook of Qualitative 

Research is relatively a comprehensive explanation on this 

key term: 

“Qualitative research is a situated activity that 

locates the observer in the world. It consists of a set of 

interpretive, material practices, which make the world 

visible. These practices transform the world. They turn the 

world into a series of representations, including field 

notes, interviews, conversations, photographs, recording 

and memos to the self. At this level qualitative research 
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involves an interpretive, naturalistic approach to the 

world. This means qualitative researchers study things in 

their natural settings, attempting to make sense of, or 

interpret, phenomena in terms of the meaning people 

bring to them” (Denzin & Lincoln, 2005, p.3). Since it 

aimed at describing and explaining on how essential 

customer loyalty which helps a company survives. And, 

the study is an investigation that seeks answers to a 

question, systematically uses a predefined set of 

procedures to answer the question, collects evidence and 

produces findings that were not determined in advance. 

Bogdan and Taylor (Moleong, 2007:3) also explains that 

qualitative is a methodology which the procedure produces 

natural written words or verbal from people. So, the 

interviewee should be well prepared and has knowledge 

about what will be discussed.  

Then, in this aspect, qualitative means to 

understand what others do and say or to “get, grasp, hear, 

catch and comprehend” what something means (Grant, 
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2008, p.1). Schwandt (2007) adds that understanding 

itself is a phenomenon which lies at the core of the 

qualitative because “qualitative methodology and 

underlying philosophy are highly appropriate for 

understanding complex personal and social issues” 

(Crosswell & Clark, 2007, p.1). 

 Based on the data that were gathered, the study 

attempted to make factual and accurate descriptions 

about the phenomenon of interest.  

 

3.2. Subjects 

The subjects of the study were people who had a 

central position in PT. Armada Tunasjaya, decision maker 

and had an authority to set marketing strategies. These 

people were the ones who were willing to participate in the 

study. Below is the description:  
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a. Director 

There are three (3) Director lead PT. Armada 

Tunasjaya. They are, Operational Director, Marketing 

Director and Accounting Director. The positions function 

as a person who was totally responsible about the whole of 

business runs with their own role of holding responsibility 

technically and relied on the whole programs or strategies 

of philosophy, visions, missions and team work. Directors 

functioned as an interviewee, a strategy decision maker. 

 

b. Managers 

Some managers will be interviewed with questions 

related with marketing. They are who have position as 

Marketing Manager, Group Business Development 

Manager, Service Manager and Area Manager. The 

positions are responsible on target achievement for all 

branches, monitoring for each branch marketing activity, 

evaluation of the achievement and grading for each 
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marketers performance. Managers functioned as source of 

data, interviewee and strategy planner. 

 

c. Branch Head and HC3 Team 

Branch Head takes responsibility to monitor selling 

target for the branch under an area, activity programs 

done by branches. HC3 team takes responsibility in 

operating means of communication and complaint 

handling. They were functioned as a source of data, 

strategy planner and also the implementer.  

 

3.3. Data Collection Instruments 

As the study is qualitative, data derived from 

interview and observation. Data itself can be classified as: 

raw or primary data and processed data. Data is defined 

as an abstract representation of the varying aspects of 

data which classifies all possible data situations to a few 

parsimonious concepts (http://forrest.psych.unch.edu).  

http://forrest.psych.unch.edu/
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Primary data is information recorded as notes, 

images, video, footage, paper surveys, computer files, 

pertaining to a specific research project. Processed data is 

analyses, descriptions and conclusions prepared as 

reports and papers. Then, the data were analyzed 

qualitatively in the form of words, rather than numbers. 

Primary data were used in this study, since the data were 

gathered directly from the subjects of the study. 

Denzin & Lincoln (2000) explains that they are three 

most common qualitative methods; participant 

observation, in-depth interviews, and focuses groups. 

Each method is particularly suited for obtaining a specific 

type of data. First, participant observation is appropriate 

for collecting data on naturally occurring behaviors in 

their usual contexts. Second, in-depth interviews are 

optimal for collecting data on individuals’ personal 

histories, perspectives, and experiences, particularly when 

sensitive topics are being explored and the last, focus 
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groups are effective in eliciting data on the cultural norms 

of a group and in generating broad overviews of issues of 

concern to the cultural groups or subgroups represented. 

Two instruments were used in collecting the data. 

They were interview and in-depth interview. 

 

a. Interview 

To gather data, interview is used. According to 

Stewart and Cash (2010), interview is “a communication 

process attaches with a serious purpose and has been set 

before, that designed for behavior switching and involving 

answering question”. Interview is done by a purpose. The 

purposes are: 

1) Discovery, means to get a new realize about qualitative 

aspect of a problem 

2) Psychology means data got from the interview will be 

interpreted to diagnose the problem and solve it. 
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3) Research data collection, means information gathered 

to get a clear explanation or understanding about a 

phenomenon. Besides, data from interview is used to 

prevent that questionnaire is invalid 

 

Interview is used to complete and add data that is 

already gathered by another method, such as, survey and 

observation. Furthermore, interview functions as one 

method to get qualitative data.   

The structured and unstructured interview was 

done to get a general description and information about 

efforts in maintaining customer loyalty to face tight 

competition among dealers. In the interview, the subjects 

were asked questions about their understanding about the 

significance of customer loyalty and efforts or strategies 

for maintaining customer loyalty.  
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3.3.2. In-depth Interview 

To validate the subjects’ interview result, the study 

held an in-depth interview to go more on details. An in-

depth interview is a form of qualitative research that is 

most often used before surveys. It is loosely structured 

interview or conversation that lasts 10’ to 30’, but may go 

longer. The interview will will start with general questions 

to establish a relationship before continuing with 

questions searching for deeper insight or information 

(Boyce, Carolyn and Neale, 2009). The questions were 

related to what kinds of strategies that are the best to 

keep the customer loyalty so far and whether it is work or 

not.  

 

3.4. Research Procedure 

Some steps were taken to conduct this study. First, 

the study did interview to gain better knowledge about 

efforts in maintaining customer loyalty; factors affect and 

distract customer loyalty toward the company so far. 



48 
 

When doing the interview, the study used a small recorder 

to record the oral interaction between the subjects and 

interviewer. The note of important points was also used to 

highlight the main discussion of the first interview and 

could be a source of in-depth interview. Second, the study 

did in-depth interview to get clearer and more specific 

information about the efforts that are done by a certain 

party to maintain its customer loyalty, and was more 

emphasis on the important points based on interview. 

During in-depth interview, the interview checklist was also 

used to record interesting data the study might have 

missed in the first interview. After gathering all the data 

needed, the study transcribed the recorded interviews, so 

that it would be easy to analyze them.  

 

3.5. Data Analysis 

In this study, transcribed the recorded data from the 

interview and in-depth interview. Similar like Miles and 
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Huberman’s statements (1994) the data gathered were 

analyzed qualitatively, which began from raw materials 

then describe it into statements, and the last step is 

interpretation. The data were, then, interpreted to describe 

kinds of efforts that are done by PT. Armada Tunasjaya, 

especially at branch office, Magelang to maintain its 

customer loyalty and benefits they got from the 

maintenance. In addition, the interview data were 

analyzed according to the questions given to the subjects.  

 Finally, the study drew a conclusion of the result 

and gave some suggestions. The analyses of the data were 

presented in the following chapter.  
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