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AKTIVITAS MARKETING COMMUNICATION DALAM
PROGRAM STYLES DI PT LIPPO MALLS INDONESIA

Gabriel Felicia

ABSTRAK

Mal masih menjadi salah satu tempat favorit masyarakat Indonesia. Sehingga,
jumlah mal di Indonesia terus bertambah dan muncul persaingan yang ketat.
Banyaknya pilihan mal ini yang membuat peluang pelanggan berpindah antar satu
mal dengan yang lainnya. Oleh karena itu, loyalty program sangat berperan
penting dalam menjaga kesetiaan pelanggan. PT Lippo Malls Indonesia dipilih
sebagai tempat magang untuk menambah wawasan dan mengimplementasikan
pengetahuan tentang Direct Marketing & Customer Relation Management melalui
keterlibatan langsung dalam loyalty program STYLES. PT Lippo Malls Indonesia
merupakan salah satu perusahaan dan pengelola pusat perbelanjaan (mal) yang
memiliki loyalty program bernama STYLES. Selama pelaksanaan magang
sebagai Marketing Communication Intern di STYLES, pekerja magang
bertanggung jawab sebagai customer care dan menangani customer loyalty.
Pekerja magang menerapkan Direct Marketing & Customer Relation
Management, Sales Promotion, dan Social Media Marketing. Selama kerja
magang berlangsung, ditemukan beberapa kendala seperti kurangnya pengetahuan
atas product knowledge, kesulitan dalam penggunaan Outlook, dan beberapa
perbedaan dari istilah yang digunakan. Akan tetapi, kendala tersebut dapat
ditangani dengan mempelajari product knowledge setiap hari, penggunaan search
engine untuk mendapatkan informasi mengenai Outlook, dan memastikan
langsung kepada supervisi atas istilah terkait.

Kata kunci: Direct Marketing, Loyalty Program Customer Loyalty, STYLES,
Lippo Malls Indonesia
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MARKETING COMMUNICATION ACTIVITIES OF STYLES
PROGRAM AT PT LIPPO MALLS INDONESIA

Gabriel Felicia

ABSTRACT

Malls are still one of the many favorite places for Indonesian people. Because of
that, the number of malls in Indonesia continues to grow and there are intense
competitions. The large number of mall choices creates opportunities for
customers to move from one mall to another. Therefore, loyalty program have an
important role in maintaining customer loyalty. PT Lippo Malls Indonesia was
chosen as an internship place to gain insight and implement knowledge about
Direct Marketing & Customer Relation Management through direct involvement
in STYLES loyalty program. PT Lippo Malls Indonesia is one of the companies
and shopping mall developers that have a loyalty program called STYLES. During
the internship as STYLES Marketing Communication, the intern was responsible
for customer care and handling customer loyalty. The intern applied Direct
Marketing & Customer Relation Management, Sales Promotion, and Social
Media Marketing. During the internship, several challenges were found, such as
the lack of product knowledge, difficulty in using the Outlook app, and some
difference in terms that were used. However, these challenges can be handled by
learning product knowledge every day, using search engines to get information
about Outlook, and checking directly with the supervisor on the related terms.

Keywords: Direct Marketing, Loyalty Program Customer Loyalty, STYLES, Lippo
Malls Indonesia

viiii
Aktivitas Direct Marketing..., Gabriel Felicia, Universitas Multimedia Nusantara



DAFTAR ISI

HALAMAN PERNYATAAN TIDAK PLAGIAT.........cccooiiiiiiieeeee ii
HALAMAN PENGESAHAN... ..ottt iii
HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH UNTUK
KEPENTINGAN AKADEMIS ...ttt vi
KATAPENGANTAR ...ttt ettt ettt v
ABSTRAK ... ..ot st e e bt e bt e sabe e bt e eabeeaneesabeesnaeenseennees vii
ABSTRACT ...ttt ettt et eeees viii
DAFTARISI ... .ottt ettt sat e et esat e et esaeeeas ix
DAFTARTABEL ...ttt xi
DAFTAR GAMBAR ..ottt xii
DAFTAR LAMPIRAN. ...ttt xii
BAB I PENDAHULUAN ...ttt 1
1.1  Latar BelaKkang ..........c..coooiiiiiiiiii e 1
1.2  Maksud dan Tujuan Pelaksanaan Kerja Magang............................... 7
1.3  Waktu dan Prosedur Pelaksanaan Kerja Magang............................. 7
1.3.1 Waktu dan Pelaksanaan Kerja Magang..................ccccooeeeiiniieennnennn. 7
1.3.2 Prosedur Pelaksanaan Kerja Magang...............c.ccccoceevniiiiiinennnenn. 8
BAB Il GAMBARAN UMUM/PERUSAHAAN/ORGANISASI.................... 11
2.1 Tentang PT Lippo Malls Indonesia....................c.ooooiieniieinieennnnnn. 11
2.2 Visi Misi PT Lippo Malls Indonesia..................ccc.oooevieriieinieennnnnnn. 14
2.3  Struktur Organisasi PT Lippo Malls Indonesia... ............................ 15
BAB III PELAKSANAAN KERJA MAGANG... ...cccceoiiiiiiniiniceceieeee 19
3.1 Kedudukan dalam Kerja Magang... ...............ccccooiiiriieeineenniiennnnen. 19
3.2  Tugas dan Uraian dalam Kerja Magang...........ccc.c.ccoocveerriieennuennnnen. 21
3.2.1 Tugas Kerja Magang... ............ccoociiiiiiiiiiiininiiiiiiiee et 21
3.2.2 Uraian Pelaksanaan Kerja Magang................ccccccooviiieinniieiennnnnenn. 23
X

Aktivitas Direct Marketing..., Gabriel Felicia, Universitas Multimedia Nusantara



3.2.3 Kendala Utama. .. oo 50

R 31 11 ) PSSP 52

BAB IV SIMPULAN . .. ..ottt ettt et 53

4.1 SIMPUIAN... e e s 53

4.2 SATAN... oottt ettt 54

DAFTAR PUSTAKA. ...ttt et st eteeneesaaeseenaasneeseeneenseenes 56

LAMPIRAN. .« ..ottt et et e estesseesseeneesseensesnaesneenseennenseenseensenns 60
X

Aktivitas Direct Marketing..., Gabriel Felicia, Universitas Multimedia Nusantara



DAFTAR TABEL

Tabel 3.1 Pekerjaan Maga
Tabel 3.2 Timeline Magang Marketing Communication STYLES... ................... 23

IVERSITAS

LTIMEDIA
SANTARA

xi
Aktivitas Direct Marketing..., Gabriel Felicia, Universitas Multimedia Nusantara

UN
MU
N U



DAFTAR GAMBAR

Gambar 1.1 Pilihan Destinasi Wisata Masyarakat. .. ............ccccccverieeiiienieeniiennnnnn. 1
Gambar 1.2 Kunjungan Mal di Jakarta yang Tercatat di PeduliLindungi... ............ 3
Gambar 1.3 Data Pengguna Internet & Media Sosial di Indonesia Tahun 2024... 3
Gambar 2.1 Logo Lippo Malls. .. ....ccceeiiiiiiiiiiiiiieiie ettt 11
Gambar 2.2 Logo STYLES. .. ..ottt et sere e 12
Gambar 2.3 Struktur Organisasi Perusahaan. .. ............cccocoeeriiiiiiniiiiiinicceee 15
Gambar 2.4 Struktur Departemen Marketing. .. .......cc.cooceeviiviininiiniincinicneceee. 14
Gambar 3.1 Alur Kerja Magang Marketing Communication............ccccceceeunenneene. 19
Gambar 3.2 List Mall Validate Earning Request.........cccccoceeviniiniininiinecncnnnene. 24
Gambar 3.3 Tampilan Validate Earning Request... .......ccccoevieviiiiieniieenienieenens 25
Gambar 3.4 Tampilan Validate Earning Request. .. .......c.cceevveriiiiieniiienienieenens 25
Gambar 3.5 Tangkapan Layar Chat dengan Customer...........c.ccoeevvercveerreenereennnens 27
Gambar 3.6 Tangkapan Layar Chat dengan Customer...........ccccoeevvercveerurenereennnens 28
Gambar 3.7 Tangkapan Layar Chat dengan Customer...........c.ccceeveercveerneenereennnens 29
Gambar 3.8 Tampilan Portal CIMS... ... 29
Gambar 3.9 Tampilan Portal Loyalto. .. ......cccccooiiniiiiniiniiece 29
Gambar 3.10 Chat Group Styles Eskalasi. .. ......c.coooeeiieniiiiniiniiiieeeeeee 30
Gambar 3.11 Report Customer Care April 2025........ccoceevieviiiiniiniieiicnieeeenen 31
Gambar 3.12 Jadwal Pencarian Materi Whats On... ..........ccovoiiiiiniiiiiinieeee 33
Gambar 3.13 Tampilan Whats On..........ccccooiiiiiiiiiieeeeeee e 34
Gambar 3.14 Tampilan Whats On... .....cccceeviiiiiiiieiieeeeeeeee e 34
Gambar 3.15 Tampilan Whats On... ......ccccceiiiiiiiiiiiieieeeeeeeeee e 35
Gambar 3.16 Tampilan Whats On by Request. .. .....cccccoceveiiiniininniniinicenne 35
Gambar 3.17 Wordingan DesCIIPtiON. . . .......cccuierieriiieniieeieesiieiee e eieesieeenneesieens 36
Gambar 3.18 Tampilan CUSTOMET. . ....ccc.eeiiiiiiiieiierie ettt e e e 36
Gambar 3.19 Program Mandiri X STYLES... ..., 38
Gambar 3.20 Program Mandirt X STYLES. .. ..ot 39
Gambar 3.21 Program Mandiri X STYLES.......ccooooiiiiie e 39
Gambar 3.22 Program IQOS X STYLES... ..ot 40
Gambar 3.23 Screenshot Keyword Free Parking. .. ........ccccoovveieiiiiniiiiniieciee 42
Gambar 3.24 Request E-mail Blast Summer Vacation... ........ccccceevevveeeieeennnennne. 44
Gambar 3.25 Request E-mail Blast BOGAL.......cccocoiiiiiiiiiiienieenie e 45
Gambar 3.26 Whatsapp Blast BOGA... ...cccooiiiiiiiiicieectee et 45
Gambar 3.27 E-mail Blast Summer Vacation... ......cccccoceeveevenienenneniienecnienne 46
Gambar 3.28 Request Key Visual Daebak Dip... ....cccooeviiiiiieiniiiiiecie e, 48
Gambar 3.29 Request Key Visual Voucher Cinepolis. .. .....c.cccceeeveerciieercieeenieeenee. 49
Gambar 3.30 Caption Konten STYLESFINITY ... .ccoooeeiiiiieieeee e 50
xii

Aktivitas Direct Marketing..., Gabriel Felicia, Universitas Multimedia Nusantara



DAFTAR LAMPIRAN

Lampiran A Surat Pengantar MBKM O1... ......cccooiiiiiiiiniiiiieeeeeceee e 58
Lampiran B Kartu MBKM 02... .....cccooiiiiiiiiiiiieiienie et eieesae et sene e 59
Lampiran C Daily Task MBKM 03... .......cccoiiiiiiiieeitienie et eeiee e sene e 60
Lampiran D Lembar Verifikasi MBKM 04...........ccooviiiiiiiiieecee e 61
Lampiran E Formulir Konsultasi Magang. . .........cccccooieiiieiieniieiiiesieeiceie e 62
Lampiran F Surat Penerimaan Magang. .. ........ccccceeeeerieevieenieeneenieenieeseeenieesnneens 63
Lampiran G Hasil Karya TUZaS. . .....ccccecveiiiieriieiiieniecireesieeieesieeeneesieeeneeseneeneens 65
Lampiran H Dokumentasi Selama Magang di PT Lippo Malls Indonesia... ....... 66
Lampiran [ Hasil TUINItN. . ........cccceeoiiiiiieeiieeccee e eeree e eereeesree e 67
Lampiran J Curriculum VitQe...........ccoccooieeiiiiiiiiiiiiiiesie ettt 68
xii

Aktivitas Direct Marketing..., Gabriel Felicia, Universitas Multimedia Nusantara



