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ABSTRAK

Dilatarbelakangi oleh berkembangnya industri perhotelan di wilayah
Tangerang seperti Bumi Serpong Damai dan Gading Serpong, membuka peluang
bagi para pebisnis hotel untuk mengembangkan bisnis yang berdampak pada
tingginya tingkat persaingan bisnis. Hal ini menyebabkan penerapan praktik ilmu
public relations menjadi amat penting bagi perusahaan untuk dapat bertahan dan
bersaing hingga tercapainya outcome berbasis profit (keuntungan).

Customer Relations menjadi salah satu aktivitas Public Relations Grand
Zuri BSD City yang dilakukan oleh departemen Sales&Marketing dan
berkoordinasi dengan Executive Secretary yang memegang peran Public Relations
hotel.

Laporan skripsi ini disusun guna menguji dan menganalisis seberapa besar
pengaruh aktivitas customer relations terhadap loyalitas pelanggan hotel Grand
Zuri BSD City.

Penelitian ini bersifat deskriptif kuantitatif dengan metode survei. Populasi
penelitian yang menjadi objek penelitian ini adalah tamu yang sudah terdaftar
sebagai pelanggan loyal Grand Zuri BSD City dari bulan Juni-Desember 2014.
Untuk pengambilan sampel, digunakan salah satu jenis teknik rnon-probability
sampling, vaitu purposive sampling. Pengumpulan data dilakukan dengan
penyebaran kuesioner kepada responden beserta studi literatur.

Hasil penelitian menunjukkan bahwa komunikasi interpersonal bekerja
ketika seorang sales Grand Zuri BSD City melakukan aktivitas customer relations
dengan pelanggan sebagai bentuk komunikasi yang sesuai dengan dimensi-
dimensi aktivitas customer relations meliputi komunikasi lisan, komunikasi audio
visual, komunikasi cetak, dan peristiwa khusus.

Berdasarkan hasil uji dan analisis regresi sederhana, didapat kesimpulan
bahwa aktivitas customer relations memiliki pengaruh terhadap loyalitas
pelanggan hotel Grand Zuri BSD City. Loyalitas pelanggan hotel Grand Zuri BSD
City dipengaruhi oleh aktivitas customer relations sebesar 47,9% dan 52,1%
sisanya dipengaruhi oleh faktor lain di luar penelitian. Hasil uji korelasi terhadap
kedua variabel juga menunjukan adanya keterhubungan antara kedua variabel
penelitian senilai 0,61, artinya variabel Aktivitas Customer Relations dan variabel
Loyalitas Pelanggan Grand Zuri BSD City memiliki hubungan positif yang
mantap.

Kata kunci : Public Relations, Customer Relations, Loyalitas, Komunikasi Interpersonal
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ABSTRACT

Motivated by the development of the hospitality industry in Tangerang
such as Bumi Serpong Damai and Gading Serpong, there are opportunities for
businessman to develop a business hotel which contributes to high level of
business competition. This led to the application of the science of Public Relations
practice becomes very important for the company to survive and compete until
they can achieve the outcomes based on profit.

Customer Relations become one of the activities of Public Relations at
Grand Zuri BSD City, which is conducted by the Sales & Marketing department
and is coordinated with the Executive Secretary as Public Relations of the hotel.

This research aims to examine and analyze how the effect of customer
relations activities to customer loyalty at Grand Zuri BSD City. This is a
descriptive quantitative research with the survey method. The populations are
those who already registered as a loyal customer in Grand Zuri BSD City from
June to December 2014. For sampling, used one type of non-probability sampling
technique, which is purposive sampling. Data collected by distributing
questionnaires to the respondents and data from literature.

The results showed that interpersonal communication works as a sales
Grand Zuri BSD City customer relations activities with customers as a form of
communication that is appropriate to the dimensions of customer relations
activities include verbal communication, audio-visual communication, print
communications, and special events.

Based on the test results and simple regression analysis, concluded that
the activity of customer relations have an impact on customer loyalty at Grand
Zuri BSD City. Customer loyalty is influenced by customer relations activities of
47.9% and 52.1% were influenced by other factors outside of the study. The test
results on the correlation between the two variables also showed a connection
between the two variables of the study worth 0.61, means that the Customer
Relations Activities variable and Customer Loyalty variable has a positive
relationship.

Keywords : Public Relations, Customer Relations, Customer Loyalty,

Interpersonal Communication
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