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IMPLEMENTATION OF CUSTOMER RELATIONSHIP MANAGEMENT
STRATEGY SHERATON AIRPORT HOTEL
SALES & MARKETING DIVISION PRODUCTS BANQUET
KEEPING IN CUSTOMER LOYALTY

ABSTRACT
By:
Sherly Febriany
09120110155

The development of hospitality business in Indonesia has significantly
increased. This is evidenced by the increasing number of tourists and foreign tourists
coming to Indonesia. The large number of foreign tourists coming to Indonesia, is
clearly a huge business potential to be tapped. Now the business world faces
challenges include: globalization, technological advances, as well as ethical and
social responsibility. Business is getting tighter in the era of globalization, especially
facing AFTA in 2015 requires companies to adjust strategies and business tactics.
Approach is needed to retain customers and efforts to build customer loyalty that
approach CRM (Customer Relationship Management). The number of customers who
survive in a corporation can increase revenues and reduce costs.

This study aims to determine the implementation of customer relationship
management strategies Sheraton Airport Hotel division sales and marketing of
products banquet in maintaining customer loyalty. Thus the researchers used the
Model Value Chain Francis Buittle.

This study uses a case study, in which data is obtained through in-depth
interviews on the subject of research. The results of the study have been obtained are
researchers understand that in the process of implementing strategic customer
relationship management product sales and marketing division banquet Hotel
Sheraton Bandara has not run well. To realize this vision, we need a theory through
Value Chain Model belongs to Francis Buttle to achieve customer loyalty.

Keywords: banquet, Customer Relationship Management, Hotel Sheraton
Bandara, customer loyalty.
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IMPLEMENTASI STRATEGI CUSTOMER RELATIONSHIP MANAGEMENT
HOTEL SHERATON BANDARA
DIVISI SALES & MARKETING PRODUK BANQUET
DALAM MENJAGA LOYALITAS PELANGGAN

ABSTRAK
Oleh:
Sherly Febriany
09120110155

Perkembangan bisnis perhotelan di Indonesia mengalami peningkatan yang
cukup signifikan. Hal ini dibuktikan berdasarkan meningkatnya jumlah kunjungan
wisatawan nusantara maupun mancanegara yang datang ke Indonesia. Besarnya
jumlah wisatawan mancanegara yang datang ke Indonesia, jelas merupakan potensi
bisnis yang sangat besar untuk dimanfaatkan. Dewasa ini dunia bisnis menghadapi
tantangan antara lain : globalisasi, kemajuan teknologi, serta tanggung jawab etika
dan sosial. Bisnis yang semakin ketat di era globalisasi ini terlebih menghadapi AFTA
2015 menuntut perusahaan untuk menyusun kembali strategi dan taktik bisnisnya.
Dibutuhkan pendekatan untuk mempertahankan pelanggan dan usaha untuk
membangun loyalitas pelanggan yaitu pendekatan CRM (Customer Relationship
Management). Jumlah pelanggan yang bertahan dalam suatu korporasi dapat
meningkatkan pendapatan dan juga bisa mengurangi biaya.

Penelitian ini bertujuan untuk mengetahui implementasi strategi customer
relationship management Hotel Sheraton Bandara divisi sales dan marketing produk
banquet dalam menjaga loyalitas pelanggan. Maka dari itu peneliti menggunakan
Model Value Chain Francis Buttle.

Penelitian ini menggunakan metode penelitian studi kasus, di mana data
diperoleh melalui wawancara mendalam terhadap subjek penelitian. Hasil penelitian
yang telah didapat adalah peneliti memahami bahwa dalam proses menjalankan
strategi customer relationship management produk banquet divisi sales dan
marketing Hotel Sheraton Bandara belum dijalankan dengan baik. Untuk
merealisasikan hal tersebut, dibutuhkan sebuah teori melalui Model Value Chain
milik Francis Buttle untuk mencapai loyalitas pelanggan:

Kata kunci : banquet, Customer relationship management, Hotel Sheraton Bandara,
loyalitas pelanggan.

Implementasi Strategi..., Sherly Febriany, FIKOM UMN, 2016



DAFTAR ISI

HALAMAN JUDUL ..ottt [
HALAMAN PERNYATAAN ... i
HALAMAN PERSETUJUAN ..ot i
HALAMAN PENGESAHAN. ... ..ottt v
HALAMAN PERSEMBAHAN. ... .. ..ottt e v
KATA PENGANTAR ... s snessne e Vi
N R I T P T vii
DAFTAR ISH i etttk s neane s abe e st s neabeeaneanne b viii
DAFTAR TABEL ... ittt s s n e ne e sneenneanne bt IX

BAB | PENDAHULUAN

1.1 Latar Belakang Masalah...........ccccooiiiiiiniiiiiieee e 1
1.2 RUMUSAN MASAIAN ........ooeiiiiiiieieie et sne b 13
1.3 TUJUAN PNEIITIAN ©iiiiiiiiitieitieteieeiteeteseesteesneeneessaenseanaeanaesseennesnansseeseesseesnens 13
1.4 Kegunaan PENEHITIAN..............cccooueieeieiieieesteeeesteesseannessaesnesnesseesseeaeaneesneas 13
1.4.1 Kegunaan Penelitian Praktis ............ccooeierimieienencicceeee, 13
1.4.2 Kegunaan Penelitian AKademis ..........ccooerviiiiiiiiiiiiiicee, 14

BAB Il KERANGKA TEORI

2.1 Penelitian Terdahulu ..........coovoiiieiee e 15
2.2 [Elsep Pencl iGN ... BESEEE ........ SESSSE ... B ... B 18
2.2.1 Konsep Public Relations ...........ccccoeeiienieiei s seesie e sinesn e, 18
2.2.2 Customer Relationship Management (CRM) ..........coovveieieiienneencennn. 23
2.2.2.1 Dallisi CHESE... "N ... B ... " 24
BN e CRESE.... ... ... ... PR 25

2.2.2.3 Tahap-tahap CRM.......ccociiiiiiieieccc e 29

2.2.2.4 Implementasi CRM ..o 30

2.2.2.5 MOl CRM ..ot 31

2.2.2.6 Strategi Pengembangan Pelanggan ...........ccccocvvenininienicienn. 33

Implementasi Strategi..., Sherly Febriany, FIKOM UMN, 2016



2.2.2.7 Sifat Strategi CRM.........cccoiiiiiiiiiieecee e 36
2.2.3 Customer Loyalty (Loyalitas Pelanggan).........cccocevvviveiinnieniesennnnn, 37
2.3 Kerangka PEMIKIran ...........ccooveiiiieie e 41

BAB Il METODOLOGI PENELITIAN

3.1 Jenis dan Sifat PENEIITIAN .........coueiiueieeireieeireesteenesseessessassieeseeeneesieeaesneeseeas 42
3.2 MEtOdE PeNEIITIAM. c.eeueeueeteitestesteseeieieiiesiesnessesnesbesnesbesseensennesnesbtne e eeesseeseeseenes 45
3.3 Key Informan dan INforman.........coccoiiiiiiiieeie e eee e sne e 46
3.4 Teknik Pengumpulan Data.........cceceeieieneiienieaieseaieieeniesnesnesnesnesnessesseeeennes 47

T BT 1 W o 1111 O S SR 48

3.4.2 DAl SEKUNUBT c1eviviivieeieiciieniecie e sresbesseeseesaesse s sbesbesbesneanesneanaaseesees 49
3.5 Uji Keabsahan Data...............coeeiueiieeieeiseasesseesseassessaessesnsessesssesssessasssesseesns 49
3.6 Metode ANAliSIS DA ...........ccceieiiieiieerieiieieesieeeeseesseaeesseesseaneessaessenseeseens 50
3.7 FOKUS PeNEIITIAN ........oivieieiiie ittt st 51

BAB IV HASIL PENELITIAN DAN PEMBAHASAN

4.1 ODbjek PeN@IITIAN .....cov.ie ettt st skt sne b 52
4.1.1 Profil Hotel Sheraton Bandara ............ccooceeveenieeieseeinecececeec e 52
4.1.2 OGO PEruSaNaaN .. .eiueeueeueeiesieste st st snestesnie e et 56
4.1.3MaKNA LOQJO ...eoviiiiieiiie ettt 56
4.1.4 Visi dan Misi Perusahaan..........cccoooeiiiiiiiiiii e 56
4.1.5 Nilai Inti PErusanaan ............ccooveieiieiieieiiesese e 57
4.1.6 Struktur Organisasi PErusahaan ......c.cceee..ooecieieneisescncseccsiese e 59

4.2 RESH Penelitiafi........ . N ... 000 CHN ... BESNCTH ... ... 60
4.2.1 Dampak rO0M OCCUPANCY ... eruerreerrasuesseeeeeinannsesseesbasnsasnessssansasseeseens 60
4.2.2 Regulasi larangan rapat PNS di hotel ...........cccooe i, 63
4.2.3 Excellence service dan hospitality Hotel Sheraton Bandara............... 64

4.3 PEMDANASAN.........ooiiiiiiie s 66
4.3.1 Model CRM Francis Buttle (2009) ........cccccviiieiieiiicciecee e 70

4.3.1.1 Customer Portofolio Analysis ..o, 70
4.3.1.2 CUSLtOMEr INTIMACY .....eovieiieieieiiesie e 80

Implementasi Strategi..., Sherly Febriany, FIKOM UMN, 2016



4.3.1.3 Network Development (SCOPE) ........ccccvvvvviviveieerieiesesiee 91

4.3.1.4 Value Proposition Development..........ccocoovevviinineienencnenn, 95
4.3.1.5 Customer Lifecycle Management.............cccccovvvvevvereiininnnn, 100
4.3.1.6 Budaya dan Kepemimpinan ...........ccccceevvevieieieeseenieseesieens 102

4.3.1.7 Proses Pe masi dan Data............... 103

........................ 107
.................. 110
.............. 111

BAB V KE
5.1 KeSINREEIREY. ......... . JEE.......... J........... [, ... 116
5.2 S ... ¢ ... 117
....... 117
........ 117
DAFTAR PUSTAKA ...t 118

Implementasi Strategi..., Sherly Febriany, FIKOM UMN, 2016



DAFTAR GAMBAR

Gambar 1.1 Data Kementerian PariWiSAta ...........ooveiiennmmeeeee e 1
Gambar 1.2 BanqUEt REVENUE............eiveuiireireeeresresseseasessesaasiineseeeeseseesesessessens 10
Gambar 2.1 Model Value Chain ....eeeeeeeeeeees s ieseesesssssssssssnsssnsssnssssinensssessessssess 31

Implementasi Strategi..., Sherly Febriany, FIKOM UMN, 2016





