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ABSTRAK

: Wengga Putrie Bunga Mega Sari

: [lImu Komunikasi

: Pelaksanaan Customer Relationship
Management Starbucks Matraman dalam,

Membangun Loyalitas Pelanggan

Kata Kunci
Customer
Relationship
Management,
Loyalitas
Pelanggan

Di era yang modern seperti sekarang ini semakin banyak dan
semakin beragam bisnis yang ada. Saat ini, banyak sekali
pelaku usaha yang mencoba untuk berbisnis di bidang kopi
karena sekarang ini bisnis kopi sedang berkembang dan
banyak diminati. Maka dari itu dengan semakin banyaknya
kedai kopi yang bermunculan seperti sekarang ini, membuat
masing-masing pelaku usaha kopi berusaha keras untuk
membangun loyal pelangganya serta menarik pelanggan baru.
Kedai kopi yang menjadi objek penelitian ini adalah kedai
kopi terbesar di dunia yaitu Starbucks yang mana salah satu
gerainya yang menjadi objek penelitian ini adalah gerai yang
berada 'di Matraman yang dikenal dengan Starbucks
Matraman. Peneclitian ini berjudul “Pelaksanaan Customer
Relationship Management Starbucks Matraman, dalam
Membangun Loyalitas Pelanggan Melalui Instagram”. Tujuan
dari penelitian ini adalah untuk mengetahui pelaksanaan
Customer Relationship Management di Strabucks Matraman.
Pendekatan yang pakai oleh peneliti dalam melakukan
penelitian ini adalah pendekatan kualitatif. Data-data yang
peneliti dapatkan dalam penelitian ini akan dianalisa dengan
menggunakan metode analisis deskripstif. Landasan teori
yang digunakan adalah teori Customer Relationship
Management.  Hasil  penelitian  Starbucks Matraman
melakukan berbagai macam pelaksanaan untuk membangun
loyalitas pelanggan seperti seperti mengidentifikasi pelanggan
pelanggan (Customer Identification), membangun daya tarik
pelanggan  (Customer Attraction), yang membangun
pelanggan yang ada(Customer Retention).
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ABSTRACT

Name . Wengga Putrie Bunga Mega Sari

Study Program . Communication Major

Tittle . Implementation of Starbucks Matraman Customer
Relationship Management, in Building Customer Loyalty

Keywords In this modern era, there are more and more various businesses

Customer that exist. Currently, many business people are trying to do

Relationship | business in the coffee sector because the coffee business is

Management, | currently growing and is in great demand. Therefore, with the

Loyal increasing number of! coffee shops that have sprung up like

Customer today, each coffee businesis actor tries hard to maintain loyal

customers and attract new customers. The coffee shop that is
the object of this research is the largest coffee shop in the
world, namely Starbucks, where one of the outlets that is the
object of this research is an outlet located in Matraman as
known as Starbucks Matraman. This research is entitled
"Implementation  of  Starbucks  Matraman  Customer
Relationship Management, in Building Customer Loyalty". The
purpose of this study- was to determine the implementation of
Customer. Relationship Management at Strabucks Matraman.
The approach used by researchers in conducting this research
is a qualitative approach. The data that researchers get in this
study will be analyzed using descriptive analysis methods. The
theoretical basis used is the theory of Customer Relationship
Management.” The results of Starbucks Matraman's research
carry out various kinds of implementations to build customer
loyalty such as Customer Identification, Customer Attraction,
Customer Retention. The results of Starbucks Matraman's
research carried out various kinds of implementation to build
customer loyalty such as identifying customers, building
customer attraction, building existing customers.
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