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STRATEGI CUSTOMER RELATIONSHIP MANAGEMENT (CRM)
GRAMEDIA STORE DALAM MENJAGA
LOYALITAS PELANGGAN MELALUI
MEMBERSHIP CARD

ABSTRAK
Oleh: Secilia Chandra

Perilaku dalam pola berbelanja nyata telah memberikan dampak buruk
kepada pebisnis konvensional. Sejumlah toko buku menutup gerainya
dikarenakan penjualan buku terus menurun. Perubahan tersebut membuat setiap
toko buku melakukan inovasi yang berbeda dari sebelumnya untuk menarik
perhatian pelanggan dan menjaga loyalitas pelanggan. Untuk menjaga loyalitas
pelanggan Gramedia Store mengimplementasikan program Customer Relationship
Mangement dalam bentuk membership card yang diberi nama Gramedia Card.
Tujuan dari penelitian ini adalah menjabarkan strategi CRM Gramedia Store
dalam menjaga loyalitas pelanggan.

Dalam penelitian ini peneliti menggunakan teori dan konsep Customer
Relationship Management, Model IDIC (identify, differentiate, interact dan
customize), Membership Card dan Loyalitas Pelanggan. Penelitian ini
menggunakan jenis penelitian kualitatif deskripsi dengan metode studi kasus.
Teknik pengumpulan yang digunakan dalam penelitian ini adalah wawancara
mendalam dan studi dokumen.

Hasil penelitian ini menunjukan bahwa dari konsep IDIC, terdapat satu
diantaranya masih belum dijalankan dengan baik oleh Gramedia Store yaitu pada
tahap Differentiate. Gramedia Store perlu melakukan pengelompokan membership
dari yang paling berharga sampai pelanggan migrator.

Kata kunci: Cusomer Relationship Management, Model IDIC, Membership
Card dan Loyalitas Pelanggan.
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STRATEGY CUSTOMER RELATIONSHIP MANAGEMENT (CRM)
GRAMEDIA STORE IN KEEPING CUSTOMER
LOYALTY THROUGHT MEMBERSHIP CARD

ABSTRACT
By: Secilia Chandra

Behavior in a real shopping pattern have given an adverse impact to the
conventional businessmen. Some bookstores had to close themselves because of
the decline on book sales. The changes made every bookstores to inovate better
than before to attract customers and maintain customers’ loyalty. To maintain
customers’ loyalty, Gramedia Store implements the Customer Relationship
Management program in the form of membership card called Gramedia Card.
The purpose of this research is to describe the CRM Gramedia Store strategy in
maintaining customers’ loyalty

In this research, researchers used the theory and the concept of Customer
Relationship Management, Model IDIC (identify, differentiate, interact, and
customize), Membership Card and Customers’ Loyalty. This research uses
qualitative research with a description of the case study method. Collective
techniques used in this research are in-depth interviews and document study.

These results indicate that in the concept of IDIC, there is one of them that
is not executed well by Gramedia Store, which is in the stage of Differentiate.
Gramedia Stores need to do a grouping of their membership from the most
valuable to migrator customers.

Keywords: Customer Relationship Management, Model IDIC, Membership Card
and Customer Loyalty.
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