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Abstract

The purpose of this study is to determine and describe the attitudes and responses of entrepreneurs to the PO
Juragan 99 tourism bus rental business in the new era of normality, to know and describe the digital market-
ing strategies related to bus rental PO Juragan 99 and to find out and describe the extent of the implications
of the digital marketing strategy. PO Juragan 99 bus rental in the new era of normality to achieve customer
satisfaction. This study uses a qualitative method. Primary data is the main data or base used in this study.
The main data obtained from this study is primary data because it is directly from the respondent's data.
Data taken from interviews, observation and documentation. Data analysis was performed using 4 (four)
stages, namely data collection, data reduction, data presentation, and drawing conclusions. The outputs
produced in this study are managerial implications in managing effective business strategies in real time
and theoretical implications of the influence of digital marketing strategies on customer satisfaction of PO
Juragan 99. Theoretically, the results of this study will add insight, especially in the field of developing
digital marketing strategies to obtain customers satisfaction in the new era of normality.
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INTRODUCTION

The Covid-19 pandemic that never ends makes
all business elements suffer losses. Even some
business people have closed their businesses for
a while. Business people, especially public trans-
portation, also experience the same thing, one of
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which is PO Juragan 99 Trans, as one of the com-
panies that provides tourism buses in Malang is
said to be almost collapsed. Bus companies are
increasingly being eroded in the pandemic era
following restrictions on social activities and the
closure of several tourist attractions. This caused
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bus orders to decrease drastically and arguably
less orders. Seeing this condition, PO Juragan
99 Trans is preparing a number of strategies so
that their business can return to normal. Based on
the above background, the problems can be for-
mulated as follows: 1. What are the attitudes and
responses of business people regarding the PO
Juragan 99 tourism bus rental business in the new
normal era? 2. What is the digital marketing strat-
egy for bus rental PO Juragan 99? 3. What is the
influence of the digital marketing strategy impli-
cations on the PO Juragan 99 tourism bus rental
in the new era of normality to achieve customer
satisfaction?

Efforts to gain attention and retain customers
in the new era of normality are very important
efforts to continue, especially for PO Juragan 99
businessman in the midst of the Covid 19 pan-
demic because the business world conditions
have declined sharply. Customer satisfaction
is known as a form of customer response to the
complement and utility of a product or service.
When customers feel that their hopes and needs
are met when using a product or service, the cus-
tomer will feel satisfied.

Efforts to meet customer satisfaction PO Ju-
ragan 99 are an action that must be carried out
continuously and require high creativity to pro-
duce variety and uniqueness add to the variety of
customer experiences in order to maintain fulfill-
ment of customer satisfaction. The results of the
efforts made by businessman, especially PO Jura-
gan 99, are to bring up various types of tourism
transportation that provide a variety of choices for
customers according to health protocols, so that
customers can choose and compare between one
transportation means of transportation accord-
ing to their needs. The increasing diversity and
number of means of transportation on the market
causes businessman to experience fierce competi-
tion, which demands increasingly tough business
through various business strategies to be able to
survive and win the competition, especially in the
new era of normality.

Previous research that has a positive relation-

ship is research conducted by Diana Rapitasari
(2016) which suggests that there is a positive
relationship between the implementation of digi-
tal marketing strategies and increased customer
satisfaction. Research by Mohamad Trio Febri-
yantoro and Debby Arisandi (2018) on the use of
digital marketing which has a positive effect on
Micro, Small and Medium Enterprises in the Era
of the Asean Economic Community. Research on
the positive influence related to digital marketing
systems, Theresia Pradiani (2017) on increasing
the sales volume of home industrial products.
Based on several previous studies, it will be fur-
ther explored with the application of digital mar-
keting strategies at PO Juragan 99 Trans Malang,
especially related to innovation and capital for the
application of digital marketing which has never
been discussed in previous studies. The new era
of normality is indeed an unusual thing for busi-
nessman because they have to start getting used
to business routines in the midst of the ongoing
Covid 19 pandemic. Businessman are required to
be sensitive for technological sophistication and
are required to comply with a series of health pro-
tocol rules established by the government. There-
fore, businessman is required to be more creative
and innovative than before the pandemic.
Previous research that has a negative relation-
ship is research conducted by Aliami, Hakimabh,
dan Fauji (2018) which suggests that the impact
of digital management marketing at start - up
does increase start - up revenue but because lack
of focus from start-ups on data-based business
management and capabilities provide content
and respond quickly to the content that has been
provided making new entrepreneurs (start-ups)
not yet getting the maximum results from man-
agement of digital marketing. Research Nirwana
dan Biduri (2021) stated that implementation of
digital marketing in development of industry 4.0
at MSMEs at Sidoarjo Regency is still not imple-
mented this is due to lack training, venture capital,
human resources, unfulfilled development strate-
gies, traditional business characteristics as well
high consulting fees. Research Scout, Putri, dan
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Mulyawan (2020) can be seen interest of UMKM
players for using digital marketing deep market
their product only cannot be done optimally who
experienced obstacles several actors impatient in
waiting for profit results obtained, MSME actors
feel that the sales increase is overperceived from
conventional sales them, this happens because
of the perpetrator MSMEs are not well informed
about the influence of promotion management in-
teresting on digital media.

Customer satisfaction is known as a form of
customer response to the complement and util-
ity of a product or service. According to (Meson,
2018), "the influence of the development of digi-
tal marketing technology in Indonesia has led to
the emergence of e-commerce or online market-
places that provide the convenience of shopping
for goods or services with effective and optimal
services." The most relevant business strategy
and able to answer challenges in the new era of
normality when market competition is increas-
ingly active to rebuild its business is a business
strategy that is able to accommodate market cri-
teria through the use of various types of facilities
and infrastructure, especially the PO skipper 99
tourism bus which is also progressing and devel-
oping accordingly with health protocols.

The new era of normality is indeed an unusual
thing for business people because they have to
start getting used to business routines in the midst
of the ongoing Covid 19 pandemic. Business peo-
ple are required to be sensitive to technological
sophistication and are required to comply with a
series of health protocol rules established by the
government. Therefore, business people are re-
quired to be more creative and innovative than be-
fore the pandemic. It is only natural for business-
man, especially the tourism bus transportation
business, to innovate and make all improvements
in order to achieve customer satisfaction so that
business activities can continue to survive in the
new era of normality. Of course, by implement-
ing a bus fleet in accordance with health protocol
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standards. Effective that is no less important is
implementing a strategy to use capital for digital
marketing applications to increase competitive-
ness and rental power of the community continue
to entrust their vacations or tourist activities by
ordering a tourist bus online at PO Juragan 99 .

Based on the background, researcher conduct-
ed a research entitled: "The Strategy of Digital
Marketing Implementation Against Satisfaction
of Tourism Bus Rentals in the New Normal Era
(Case Study of PO Juragan 99 Malang)".

METHOD

This research was conducted using a quali-
tative descriptive approach, where the data ob-
tained will be analyzed and described qualita-
tively. A qualitative approach is data obtained
through research in the form of interviews,
observations, containing reliable / honesty,
objective and accountable information. This
qualitative approach is used as a reference for
research that produces descriptions in the form
of words both written and spoken of people
and observable behavior. Respondents in this
study are parties who are directly or indirectly
related to marketing activities at the PO Jura-
gan 99 Trans office.Based on the results of ob-
servations and research that have been carried
out. In table 1 showing . data on respondents
of po juragan 99 trans is presented in the fol-
lowing section:

Table 1. Data on Respondents of PO Juragan 99

Trans
Respondent Active  Total Percentage

Businessman 1 1 5%
Administrator 1 1 5%
Marketing 3 3 15%
Division

Driver 10 10 50%
Random visitors 5 5 25%

In the figure 1 showing respondent data is
presented in the following section:



JURNAL MANDIRI: Ilmu Pengetahuan, Seni, dan Teknologi, Vol. 5, No. 1, Juni 2021: 12 - 20

15%

s

M Businessman M Administrator
Marketing Division " Driver M Random Visitors
Figure 2. Respondent

Based on Table 1 and Figure 1, it is known
that the number of respondents is divided into 5
parts, namely the owner as many as 1 person, 1
person in the Management, Marketing Division
3 people, 10 drivers and visitors randomly as
many as 5 people. The number of owners as well
as business actors and employees of PO Juragan
99 Trans consists of people who are still active as
owners and active as employees of PO Juragan 99
Trans. The number of active visitors consists of
visitors who attend and have ordered PO Juragan
99 Trans bus rental services.

Qualitative research is more a form of words
than a series of numbers. Qualitative data are the
source of a broad and well-founded description and
contain descriptions of processes occurring within
the local scope. With qualitative data, we can find
out digital marketing strategy for satisfaction tour-
ism bus rental in the face new normality of PO Ju-
ragan 99 Malang. In this case, the data collection
process used 3 (three) main methods which are in-
terrelated and complementary, namely;

Firstly, the interview method is a method of
collecting data by means of communication,
namely through contact or personal relationships
between data collectors (interviewers) and data
sources (respondents) (Rianto Adi, 2004: 72).
The interview used in this research is Indep Inter-
view (in-depth interview) which was conducted
with the leadership of PO Juragan 99 Malang, the
deputy head of PO Juragan 99 Malang, market-

ing employees and tourism bus customers.

Secondly, documentation, namely data collec-
tion through written legacy in the form of archives
(letters, diaries, and reports), books, agendas and
others that already exist (Rianto, 2004). In this re-
search, documents such as letters, reports, are tak-
en from existing data in the form of tourism bus
departure activity agendas, PO Juragan 99 tour-
ism bus rental reports, new bus fleet specification
reports adapted to social distancing, tourism bus
rental booking reports. , the results of supervision
and digital marketing tools.

Thirdly, that researchers make observations
or direct observations of the object under study
within a period of several days. Observation tech-
nique is an activity that focuses attention on an
object by using all the sense organs. The observa-
tion method 1s used to obtain an overview of the
digital marketing strategy on the satisfaction of
the PO Juragan 99 tourism bus rental in the face a
new era of normality.

For make sure validity of the data obtained,
in this study researchers used triangulation tech-
niques. Triangulation is a technique of checking
the truth of a data by comparing it with data ob-
tained from other sources, in the field research
phase, at different times. In this study, researchers
used two triangulation techniques: source triangu-
lation and method triangulation.

Triangulation of sources means comparing and
rechecking the degree of confidence of informa-
tion obtained through time and tools in qualitative
research (Meleong, 2017). According to Patto
(Meleong, 2017) there are two strategies, namely
(1) checking the degree of data collection, and (2)
checking the degree of confidence of several data
sources using the same method.

The data presented is in accordance with what
is being researched, the meaning of this research is
limited to the model used in handling complaints,
obstacles and the efforts made to overcome obsta-
cles in handling complaints. Drawing conclusions
or verification is a review of records in the field
or conclusions can be viewed as which appear
from the data that must be verified, its robustness
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is its validity (Miles, 1992: 19). The conclusion
in this study is a review of the notes obtained by
researchers in the field, and then the data is re-
interpreted through the researchers' thoughts and
conclusions are drawn. In the figure 2 showing
data analyst stages is presented in the following
section:

Data Collection

Y Dv t
Data Reduction > preseﬁtﬁtion

1

Conclusion Withdrawal

Figure 2. Data analysis stages

RESULTS

Digital Marketing became the main strategy
that was widely applied in world business in 2014
and until now it has started to develop rapidly.
Digital marketing is not a concept that focuses on
technology, but humans (marketers), namely how
to understand humans (marketers), how to use
technology in building relationships with other

humans (customers) to build and significantly in-
crease sales (Ryan ,2014).

Digital marketing using sophisticated technol-
ogy is very useful in providing added value, this
also affects product marketing so that it can be en-
joyed in real time by customers and makes it eas-
ier for customers to make purchase transactions
so that they can create a customer experience in
terms of purchasing through the market place.

The results of this study are supported by pre-
vious qualitative research by Diana Rapitasari
(2016) which states that her research has a posi-
tive relationship between the implementation of
digital marketing strategies and increased custom-
er satisfaction. Based on the results of interviews
with respondents PO Juragan 99 and from the re-
sults of this study, it is known that digital market-
ing strategies have a positive impact on customer
satisfaction of PO Juragan 99 in the new normal
era according to previous research conducted by
Diana Rapitasari (2016). In the table 2 showing
respondents' opinions regarding the implementa-
tion of digital marketing strategies is presented in
the following section:

Table 2. Respondents' Opinions Regarding the Implementation of Digital Marketing Strategies

Positive Opinions

Negative Opinions

1. "The growth and development of a business
depends on how a business actor has leadership
traits to lead his subordinates or employees in
relation to uncertain situations, especially in the

new era of normality."
2. "We must be able to keep trying to make

innovation from every failure, successful business
people are business people who are persistent or
never give up even though they need a process to
adapt to digital technology."

3. "If we start a small business then we are diligent

about it, it is not impossible that it will be big and
have employees who are even able to expand by
developing digital marketing strategies through

e-commerce, the leaders here have a very important

role in business continuity"
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1. "There is no direct success in the online business,
all must have experienced a failure stage in adapting"

2. "If you want to be a successful business person,
we have to rise from failure, fail to try again, fail to
try again, don't just stand by."

3. "How do you want to start a business if you don't
have the money to expand your online business,
especially in the new era of normality"
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4. “One of the characteristics in developing a business 4. “Capital is related to finance. Business people

is good leadership in spreading the wings in starting
an online business so that it can survive during the
pandemic conditions are still ongoing. A good leader

is able to work together to achieve the desired goals "
5. "In my opinion, one of the characteristics that

business people need to have is the courage to take
risks, one of which is developing an e-commerce
business so that customers can immediately get
information on bus rental services in real time plus
fast response access from the admin in order to
create customer satisfaction. If you only play in the

comfort zone it will be difficult to develop. "
6. One of the differences between ordinary

people and business people is the courage to

take risks because in the business world there is
uncertainty, especially in the new era of normality.
For this reason, the adaptation is carried out by
implementing a digital marketing strategy, namely
online business through websites or social media,
balanced with fast service providers without time
limits. "

7. "Capital in doing business is very important. But
not all businesses have to start with large capital,
especially if online as a reseller you can take

advantage of the market place. "
8. "Capital is important in doing business, but

capital here can also be in the form of digital
marketing innovation, creative ideas in providing
maximum service, including preparing a fleet with
social distancing facilities to customers so that
customer satisfaction is achieved in the new era of

normality."
9. "Capital is important in doing business, but

capital here can also be in the form of digital
marketing innovation, creative ideas in providing
maximum service, including preparing a fleet with
social distancing facilities to customers so that
customer satisfaction is achieved in the new era of
normality."

must be smart in managing finances for the
continuity of their business, especially if they have
a special IT team to manage online businesses, they

need additional funds to pay them. "
5. "You have to have capital first, then you can

start a business so you can survive in the midst of
the pandemic and continue to adapt in the new era
of normality."

6. "The key from the start of a business is in the
capital you have, especially if you want to adapt
to technological sophistication, you need large
funds to buy equipment, even pay IT employees,
including buying a special website domain for your
own business, even additional funds for capital city
endorsements to help promote services. PO Juragan
99 Trans bus rental "

Source : Primary Data, 2021

A positive opinion from one of the informants
that a good leader will bring business success
to his employees because he is sensitive to the

sophistication of technology in implementing
digital marketing. If a leader cannot do that, then
good leadership will not be fulfilled in business.
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DISCUSSIONS

One thing that distinguishes between ordinary
people and businessman is the courage to take
risks because in the business world there is un-
certainty, especially in the new era of normality.
For this reason, the adaptation is carried out by
implementing a digital marketing strategy, name-
ly online business through websites or social me-
dia, balanced with fast service providers without
time limits. This further explains that one of the
characteristics a business person must have is the
courage to take risks and be able to adapt to tech-
nology in the new era of normality.

"In my opinion, one of the characteristics that
businessman need to have is the courage to take
risks, one of which is developing an e-commerce
business so that customers can immediately get
information on bus rental services in real time
plus fast response access from the admin to cre-
ate customer satisfaction. If you only play in your
comfort zone, it will be difficult to develop,”said
another informant. This is in line with the theory
put forward by (Kotler, 2017) if performance ex-
ceeds expectations, the customer is very satisfied
or happy. In the table 3 showing theoretical impli-
cations and managerial implications is presented
in the following sections:

Table 3. Theoretical Implications and Managerial Implications

Positive Opinions

Negative Opinions

1. This research creates a business success model
by combining the knowledge of digital marketing
strategies with customer satisfaction orientation.

2. This study provides a model of the relationship
between digital marketing and customer satisfaction
so that it can be used in the theory of development
of PO Juragan 99 for the context of developing
countries, namely Indonesia, especially in the new

normal era.
3. Research has provided knowledge of the

importance of developing PO Juragan 99 with
digital marketing as intangible capital in addition to
other capital and this finding can be developed for
the business world in the future, especially in the
new normal era.

1. This research has provided information which is
useful and valuable insight for PO Juragan 99 and
can find out the role of digital marketing strategies
in developing business, increasing innovation and
being proactive in managing tourist bus rentals so
they are able to face competition.

2. This study benefits from the importance of
increasing business knowledge, which is one of the
factors influencing success in business.

3. Knowing the benefits of the digital marketing
strategy which turned out to have a big contribution
in assessing the business performance of PO Juragan
99, so it is very important to develop these things in
the new normal era.

4. This study seeks to minimize the shortage of 4. The results show that the importance of a digital

studies in the domain of digital marketing strategies,

marketing strategy for the success of maintaining a

especially PO Juragan 99 from the perspective of business during a pandemic, even in the new normal

developing countries.

era, can be used as input for the owners of PO
Juragan 99 in the future.

Source : Primary Data, 2021
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In the table 4 showing digital marketing media is
presented in the following sections:

Table 4. Digital Marketing Media

Website

Instagram
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CONCLUSION

Based on the results of this study it can be con-
cluded that the researcher be able to know and
describe the attitudes and responses of entrepre-
neurs regarding the PO Juragan 99 tourism bus
rental business in the new normal era. Researcher
can find out and daescribe the digital marketing
strategy in the PO Juragan 99 tourism bus rental.
Researchers can find out and describe the extent
of the implications of the digital marketing strat-
egy on bus rental PO Juragan 99 in the new era of
normality to achieve customer satisfaction. Based
on the results of interviews with several infor-
mants and research that has been conducted, it is
known that the implementation of digital market-
ing strategies is related to customer satisfaction of
PO Juragan 99 Trans in the new era of normality.
"If we start a small business then we can work on
it, it is not impossible that it will become big and
have employees who are even able to expand by
developing digital marketing strategies through
e-commerce, the leaders here have a very impor-
tant role in business continuity." This is in line
with the opinion (Ryan, 2014: 4) that a technol-
ogy underlies the birth of the concept of digital
marketing.
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