
CHAPTER I 

INTRODUCTION 

1.1  Background  

 Photography industry is one of the most influential sectors of the creative 

industry in Indonesia. The development of the photography world attracts 

demands of photography services that offer creativity and sophistication in a form 

of photography. This is a very great opportunity for business-doers to entry into 

photography industry, which then became the initial business idea of Little Snaps. 

 Little Snaps is a new business running in the photography industry. It was 

found by three university students on January 1
st
, 2014, and is specialized in 

children photography. They are committed to create photos that have story to be 

told, and they offer at-home photo sessions. 

The photography service offered is for children under 5 years old. The 

price is around 3,5 million rupiah, and is negotiable. For that price, the customer 

can choose to have the photo session at studio, outdoor, or their house. For every 

photo session, each customer gets 3 experienced photographers. Along with every 

package, there is a complimentary magazine containing photos from the photo 

session. 

With the service offered, Little Snaps’ target customers are financially 

middle-up young mothers that only have firstborns in Surabaya. The reason we 

include firstborns is because mothers tend to be very excited to document the life 



events of their firstborns. So far, 16 out of 34 customers Little Snaps has served 

are mothers with only firstborns. 

At the beginning of the business, Little Snaps had to struggle to get 

attention because it was freshly new in the market. The attention itself was gained 

from the fame and brand image that were all built from ground zero. As the time 

goes on and the business keeps running, Little Snaps gained much attention 

through advertisement and has been receiving may order requests. 

Just like any other companies, Little Snaps seeks to prioritize customer 

satisfaction because how satisfied the customers are towards a company reflects 

how successful the company is in fulfilling the customers’ expectations. Based on 

the theory of Sangadji and Sopiah (2013:181), many of the companies have 

succeeded today because they have succeeded in fulfilling the expectations of 

their customers.  

So far, Little Snaps has served 34 customers, and based on Little Snaps’ 

internal data, there are only three customers that came back and made repeated 

purchases. 

 

 

 

 

 

 



Figure 1.1 Number of Repeater Orders in Little Snaps in 2014 

 
Source: Internal data (processed) 

The fact that out of 34 customers, only three came back to make repeated 

orders made the researcher wonder if the customers are not satisfied with Little 

Snaps’ services. According to Sangadji and Sopiah (2013:182), a satisfied 

customer would come back to a company to make more purchases, because 

satisfaction is a strong base for customer loyalty. 

The idea of Little Snaps giving limited customer satisfaction is supported 

by the benchmarking of Little Snaps to a senior competitor named Casey Portrait 

Studio (attached). From the benchmarking, it is suggested that Casey Portrait 

Studio offers more variety of options, convenience, and has stronger brand image. 

In accordance to the theory of Sangadji and Sopiah (2013:188), convenience and 

brand image are among the dimensions of quality, which builds customer 

satisfaction.  

Concluding from the benchmarking, there are competitors out there that 

offer more satisfaction than Little Snaps which results the customers will be less 

interested in Little Snaps. 
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According to Sangadji and Sopiah (2013:182), customer satisfaction is 

very important for every business because it creates a strong base for repetitive 

orders as well as customer loyalty; it forms positive recommendation from word 

of mouth that can be very beneficial to the company. This is supported by the 

theory of Kotler and Keller (2012:150) that suggested highly satisfied customers 

generally stay longer, buys more as the company introduces new and upgraded 

products and/or services, talks favorably to others about the company and its 

products and/or services, and costs less to serve than new customers because 

transactions can become routine. Hasan (2014:103) suggested that attracting new 

customers takes six times more cost than to maintain satisfied customers. It can be 

said that customer satisfaction is very beneficial to both seller and customers, thus 

very important to every business. 

Customers’ satisfaction is very beneficial for a company. This made the 

researcher realizes that having only so little amount of customer satisfaction 

means losing the opportunity of cutting a big portion of expenses and having loyal 

customers. Based on the situation exposed above, the researcher would like to 

analyze further about the factors that affect the satisfaction of Little Snaps’ 

customers in order to increase customer satisfaction and keep the business 

growing, therefore, the topic of this research is “Analysis of Factors that Affect 

Little Snaps’ Customer Satisfaction”. 

 

 



1.2 Research Questions 

 Given the issue exposed above, the research questions are: 

1. What are the factors that affect Little Snaps’ customers satisfaction? 

2. What are the inputs from Little Snaps’ customers about the factors 

affecting their satisfaction? 

1.3 Research Purposes 

 Based on the research question above, therefore the purposes of this 

research are: 

1. To find the factors that affect Little Snaps’ customer satisfaction. 

2. To find the inputs about the factors that affect Little Snaps’ customers 

satisfaction. 

1.4  Research Benefits 

Benefits expected to be gained from this research are: 

1. Theoretical Benefits: 

a. For the researcher: this research is used as one of the requirements 

to finish study in Ciputra University in order to get Bachelor’s 

Degree in Economy, and as an application of various knowledge 

and theories that has been learnt in order to develop the business. 



b. For the readers: this research is expected to be useful to give 

knowledge and can be used as reference, idea, suggestion, and 

input in analysis of customer satisfaction. 

2. Practical Benefits: 

This research is expected to help Little Snaps improve the policies and 

service quality that can maintain or even increase customer satisfaction, 

thus being able to grow further. 

1.5 Research Scope 

In order to keep the research focused, there are boundaries applied: 

1. This research analyzes the market only in Surabaya area, because the main 

target market of Little Snaps currently is in Surabaya. 

2. The respondents of this research are the end-customers of photography 

services and photography expert. 

3. The focus of this research is on the factors that affect customer satisfaction 

of photography service customers based on the factors that determine 

customers’ satisfaction according to Kotler (in Ishak and Lutfhi, 2011:60), 

Kotler and Keller (2010:81), Parasuraman, Zeithaml, and Berry in (Saidani 

and Arifin, 2012:5), and Hasan (2014:89). 

 


