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STRATEGI KOMUNIKASI COSTUMER RELATIONSHIP
MANAGEMENT (CRM) 3RIES VAPE STORE UNTUK
MENINGKATKAN LOYALITAS PELANGGAN DI

KABUPATEN TANGERANG
Ibnu Adhitya

ABSTRAK

Penggunaan strategi customer relationship management sebagai salah satu
strategi untuk meningkatkan loyalitas pelanggan. 3Ries Vape Store perlu
mengembangkan strategi komunikasi customer relationship management
yang efektif untuk mempertahankan dan meningkatkan loyalitas
pelanggannya. Metode penelitian yang digunakan dalam penelitian ini adalah
metode dengan pendekatan kualitatif. Data dikumpulkan melalui wawancara
mendalam dengan pemilik 3Ries VVape Store. Variabel yang dianalisi meliputi
analisi data pelanggan, personalisasi layanan, komunikasi multikanal,
program loyalty and reward, umpan balik pelanggan, dan peningkatan
layanan mobile. Teori yang digunakan adalah teori strategi CRM yang
menekankan pentingnya hubungan yang baik antara toko dan pelanggan
untuk mencapai loyalitas yang tinggi. Hasil penelitian menunjukkan bahwa
strategi CRM yang meliputi analisis data pelanggan, personalisasi layanan,
komunikasi multikanal, program loyalty and reward, umpan balik pelanggan,
dan peningkatan layanan mobile efektif dalam meningkatkan loyalitas
pelanggan di 3Ries Vape Store. Setiap elemen strategi tersebut memberikan
kontribusi yang signifikan terhadap kepuasan dan loyalitas pelanggan.
Kesimpulannya, penerapan strategi CRM yang efektif di 3Ries Vape Store
dapat meningkatkan loyalitas pelanggan. Hal ini dicapai melalui pemahaman
yang mendalam terhadap kebutuhan dan prefensi pelanggan, serta penyediaan
layanan yang personal dan responsif. Dengan demikian, 3Ries Vape Store
dapat mempertahankan pelanggan setia dan mendorong pertumbuhan bisnis
yang berkelanjutan

Kata kunci: Strategi Komunikasi, Customer Relationship Management
(CRM), Loyalitas Pelanggan, Program Loyalty and Reward
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3RIES VAPE STORE'S CUSTOMER RELATIONSHIP
MANAGEMENT (CRM) COMMUNICATION STRATEGY TO
INCREASE CUSTOMER LOYALTY IN TANGERANG

DISTRICT
Ibnu Adhitya

ABSTRACT

The use of customer relationship management strategies as one of the
strategies to increase customer loyalty. 3Ries Vape Store needs to develop an
effective customer relationship management communication strategy to maintain
and increase customer loyalty. The research method used in this research is a
method with a qualitative approach. Data was collected through in-depth
interviews with the owner of 3Ries Vape Store. The variables analyzed include
customer data analysis, service personalization, multichannel communication,
loyalty and reward programs, customer feedback, and mobile service improvement.
The theory used is the theory of CRM strategies that emphasize the importance of
good relationships between stores and customers to achieve high loyalty. The
results showed that CRM strategies including customer data analysis, service
personalization, multichannel communication, loyalty and reward programs,
customer feedback, and improved mobile services were effective in increasing
customer loyalty at 3Ries Vape Store. Each element of the strategy makes a
significant contribution to customer satisfaction and loyalty. In conclusion,
implementing an effective CRM strategy at 3Ries Vape Store can increase customer
loyalty. This is achieved through a deep understanding of customer needs and
preferences, as well as the provision of personalized and responsive services. Thus,
3Ries Vape Store can retain loyal customers and drive sustainable business growth.

Keywords: Communication Strategy, Customer Relationship Management,
Customer loyalty, Loyalty and Reward Program
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