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 “Customer satisfaction is worthless. 

Customer loyalty is priceless.” 

(Jeffrey Gitomer) 
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ABSTRAK 
Analisis Customer Retention Bayu Buana Travel Club dalam 

Mempertahankan Loyalitas Pelanggan 
Oleh Rahel Maharani 

 
Bayu Buana sadar akan pentingnya loyalitas pelanggan. Mempertahankan loyalitas 
sangat penting untuk meningkatkan pendapatan, mengefisiensikan pengeluaran 
operasional karena mengakuisisi pelanggan lebih mahal dibanding mempertahankan 
pelanggan, dan karena jasa agen perjalanan menghandalkan kepercayaan pelanggan. 
Oleh karena itu Bayu Buana menciptakan program customer relationship 
management bernama Bayu Buana Travel Club (BBTC).  
 
Skripsi ini akan menganalisis perencanaan dan implementasi customer retention 
BBTC dalam mempertahankan loyalitas pelanggan. Tahapan customer retention 
terdiri dari welcome strategy, reliability, responsiveness, recognition, 
personalization, dan access strategy. 
 
Metodologi penelitian yang digunakan berjenis kualitatif, bersifat deskriptif, 
bermetode studi kasus, dengan teknik pengumpulan data wawancara dan studi 
kepustakaan. 
 
Hasil penelitiannya adalah sebagai berikut; Tahap welcome strategy yang dilakukan 
oleh Bayu Buana adalah pemberian kartu, pemberitahuan lewat SMS, dan promosi 
khusus pada periode tertentu. Tahap reliability ditunjukkan oleh Bayu Buana melalui 
pemberian keuntungan-keuntungan bagi anggota serta harga dan reputasi yang baik. 
Tahap responsiveness ditunjukkan melalui kuesioner untuk mewadahi keluhan 
pelanggan. Tahap recognition dilakukan melalui database BBTC sehingga Bayu 
Buana dapat mengetahui informasi mengenai pelanggan, seperti informasi ulang 
tahun atau habisnya masa berlaku paspor pelanggan. Tahap personalization dilakukan 
melalui pemberian ucapan ulang tahun dan peringatan-peringatan personal serta 
keuntungan-keuntungan khusus bagi pemilik BBTC Plus. Access strategy dilakukan 
melalui media sosial, surel, WhatsApp, Blackberry Messenger, telepon, travel 
consultants, dan live chat pada situs.  
 
Kata kunci: customer relationship management, customer retention, loyalitas 
pelanggan 
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ABSTRACT 
Analysis of Bayu Buana Travel Club’s  

Customer Retention to Maintain Customer Loyalty 
By Rahel Maharani 

 
Bayu Buana realizes how important customer loyalty is. Maintaining loyalty is very 
important to increase revenue, increase efficiency of operational expenses because 
acquiring customers is more expensive than to maintain customers, and because 
travel agents depend on customer trust. Bayu Buana responds by creating a customer 
relationship management program called Bayu Buana Travel Club (BBTC). 
 
This thesis will analyze the planning and implementation of BBTC’s customer 
retention in maintaining customer loyalty. Customer retention is made up of welcome 
strategy, reliability, responsiveness, recognition, personalization, and access 
strategy. 
 
The research methodology used is qualitative, descriptive, with case study as the 
method and interview and literature study for data collection. 
 
The results of this research are as follows; On the welcome strategy stage, Bayu 
Buana gave a member card, sent a notifications through text, and special promotions 
in certain periods. The reliability stage is done by providing benefits for members, 
along with a good price and reputation. The responsiveness stage is shown through a 
questionnaire to accommodate customer complaints. Phase recognition is done 
through the BBTC database so that Bayu Buana can find information about 
customers, such as birthday information or the expiry of the passport of the customer. 
The personalization stage is done through birthday greetings, personal alerts, and 
special benefits for BBTC Plus owners. Access strategy is done through social media, 
email, WhatsApp, Blackberry Messenger, phone, travel consultants, and live chat on 
the site. 
 
Keywords: customer relationship management, customer retention, customer loyalty 
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