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ABSTRAK 

 

Loyalitas pelanggan merupakan kunci keberhasilan bisnis di industri restoran, di 

mana hubungan yang baik dengan pelanggan dapat meningkatkan kepuasan dan 

mendorong pembelian ulang. Restaurant Saung Apung Harvest City Cileungsi, 

yang terkenal dengan suasana alam dan layanan ramah, berupaya mempertahankan 

loyalitas pelanggan melalui penerapan strategi Customer Relations yang efektif. 

Penelitian ini bertujuan untuk mengetahui bagaimana strategi Customer Relations 

di Restaurant Saung Apung Harvest City Cileungsi dalam mempertahankan 

loyalitas pelanggan. Penelitian menggunakan pendekatan deskriptif kualitatif 

dengan metode wawancara, observasi, dan dokumentasi untuk memperoleh data 

holistik. Peneliti melakukan observasi langsung di lokasi, wawancara dengan 

narasumber kunci seperti pelanggan dan pihak manajemen, serta dokumentasi 

sebagai pelengkap data. Teknik analisis data meliputi reduksi data, penyajian data, 

dan penarikan kesimpulan. Keabsahan data diperoleh melalui triangulasi sumber, 

teknik, dan waktu. Hasil penelitian menunjukkan bahwa strategi Customer 

Relations yang diterapkan berlandaskan pada Excellence Theory Model Two-Way 

Symmetrical, di mana komunikasi dua arah yang simetris efektif dalam 

meningkatkan loyalitas pelanggan. Restoran ini tidak hanya menyampaikan 

informasi, tetapi juga mendengarkan umpan balik pelanggan, yang terbukti 

meningkatkan loyalitas melalui praktik Word of Mouth dan pembelian ulang. 

Kelebihan restoran mencakup fasilitas yang lengkap, suasana alami, dan pelayanan 

yang ramah. Selain itu, strategi Customer Relations berkontribusi signifikan 

terhadap peningkatan penjualan dan kepuasan pelanggan, dengan pendekatan 

persuasif dan edukatif dalam membangun hubungan jangka panjang. Berdasarkan 

triangulasi sumber, dukungan dari praktisi public relations mengonfirmasi 

pentingnya kualitas pelayanan dan produk dalam memperkuat citra restoran. 

Dengan pelayanan cepat, ramah, dan profesional, restoran ini berhasil menciptakan 

pengalaman positif bagi pelanggan dan meningkatkan daya saingnya di pasar. 

Kesimpulannya, strategi komunikasi dan Customer Relations yang diterapkan tidak 

hanya meningkatkan loyalitas, tetapi juga menjamin pertumbuhan dan 

keberlanjutan restoran di pasar yang kompetitif. 

Kata Kunci : 

Customer Relations, Loyalitas Pelanggan, Komunikasi Dua Arah, Excellence 

Theory, Kepuasan Pelanggan. 
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ABSTRACT 
 

 

Customer loyalty is the key to business success in the restaurant industry, where 

good relationships with customers can increase satisfaction and encourage repeat 

purchases. Restaurant Saung Apung Harvest City Cileungsi, which is famous for 

its natural atmosphere and friendly service, seeks to maintain customer loyalty 

through the implementation of an effective Customer Relations strategy. This 

research aims to find out how the Customer Relations strategy at Restaurant Saung 

Apung Harvest City Cileungsi in maintaining customer loyalty. The research used 

a descriptive qualitative approach with interview, observation, and documentation 

methods to obtain holistic data. Researchers conducted direct observations at the 

location, interviews with key informants such as customers and management, and 

documentation to complement the data. Data analysis techniques include data 

reduction, data presentation, and conclusion drawing. Data validity was obtained 

through triangulation of sources, techniques, and time. The results showed that the 

Customer Relations strategy implemented is based on the Excellence Theory Two-

Way Symmetrical Model, where symmetrical two-way communication is effective 

in increasing customer loyalty. The restaurant not only conveys information, but 

also listens to customer feedback, which is proven to increase loyalty through Word 

of Mouth practices and repeat purchases. The restaurant's strengths include well-

equipped facilities, natural ambience, and friendly service. In addition, the 

Customer Relations strategy contributes significantly to increased sales and 

customer satisfaction, with a persuasive and educative approach in building long-

term relationships. Based on source triangulation, support from public relations 

practitioners confirms the importance of service and product quality in 

strengthening the restaurant's image. With fast, friendly, and professional service, 

this restaurant succeeds in creating a positive experience for customers and 

increasing its competitiveness in the market. In conclusion, the communication and 

customer relations strategies implemented not only increase loyalty, but also ensure 

the growth and sustainability of the restaurant in a competitive market. 

Keywords : 

Customer Relations, Customer Loyalty, Two-way Communication, Excellence 

Theory, Customer Satisfaction.. 
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