Universitas Esa Unggul

DAFTAR ISI
KATA PENGANTAR L.ttt nae e neeesnee e i
Yl I o Y SRR i
DAFTAR TABEL DAN BAGAN ..ottt e %
BAB | PENDAHULUAN
1.1 Latar BelaKang ... 2
1.2 FOKUS PeNEIITIAN .....ocveeiiee et 6
1.3 TUjuan Penelitian ...........coviiiiiiee e 6
1.4 Manfaat Penelitian .........ccooeiiiiiiienieeee e 6
1.4.1 MaNTaat TEOTELIS ....eevieuieiiieiieeie ettt enes 6
1.4.2 ManTaat PraktiS .......ccviieiieieiie e 7
BAB Il TINJAUAN PUSTAKA
2.1 Penelitian TerdaulU .........ccoooiiiiiiieieee e 9
2.2 Landasan TEOKILIS ....ceeviiieiieiesiesieeie ettt s neenee e 13
2.2.1 The Two Ways Symmetrical Model.............ccooiviiiiiiiniice 13
2.3 Landasan KOoNSEPLUAL .........ccccoviiiiiiiiieie e 15
2.3.1 Strategi KOMUNIKASI .......ccccoviiiiiiiiece e 15
2.3.1.1 Definisi Strategi KOMUNIKAST .......coeiveiiiiiiiiiiiieeeee e 16
2.3.1.2 Tujuan Strategi KOMUNIKAST .........coereririiiiiiiiieieeese e 17
2.3.1.3 Fungsi Strategi KOMUNIKAST ..........cceiieiiiiieiieie e 18
2.3.1.4 Bentuk Strategi KOMUNIKASI.........ccccoveiieiiiciieciic e 18
2.3.2 CUStOMEr REIATIONS .....vevveieeeieciiesie et 19
2.3.2.1 Tujuan Customer RelationsS ..........cccocvveiiniiiiiiieee e 20
2.3.2.2 Kegiatan Customer Relations..........cccoveieiiiiniiieiee e 21
2.3.2.3 Karakteristik Customer Relations...........ccoovvveieiienieniie e 21
2.3.3 Strategi Customer Relationship Management .............ccccoovvevieiineinenn, 22
2.3.3.1 Dimensi Strategi Customer Relationship Management ................. 23
2.3.4 Customer Relationship Management...........ccccoovverinieienene e 24
2.3.4.1 Definisi Customer Relationship Management..........ccccccovevveriennenne 24



Universitas Esa Unggul

2.3.4.2 Jenis Customer Relationship Management ...........ccccooeveiiieiinnnnnns 25
2.3.4.3 Tujuan Customer Relationship Management............cccccoovivninnnnnns 26
2.3.4.4 Proses Customer Relationship Management............cccccoeevverieennnnn 27
2.3.5 PelanQQan ........c.cooueiiie it 28
2.3.6 Loyalitas Pelanggan .........ccocoiiriiiiieieiesic s 29
2.4 Kerangka PIKIT ........c.cooiiiiiiiiiic e 31
BAB IIl METODE PENELITIAN
3.1 Metode Penelitian.........cooeeiiiiiiiiiieieeee e 32
3.1.1 Desain Penelitian..........ccoviieiieieiie e 33
3.2 Bahan Penelitian ........ccovoiiiieeiie et 34
3.2.1 Objek PENEIILIAN .....cocvieiiiic et 34
3.2.2 Tempat dan Waktu Penelitian ...........cccooeiieiiiiiiicce e 34
3.3 Key Informan dan INfOrman ..........ccccooeiiiiiinieeee e 35
3.3 L KEY INTOIMAN ... 35
3.3 2 INFOIMAN <.ttt 36
3.4 InStrument PeNelitIan .........ccooiiiiiiiiieeee e 37
KRR - L W o T SRS 37
3.4.2 Data SEKUNEN ......cvveeeieieee e 37
3.5 Teknik Pengumpulan Data ...........ccccoeiiiiiiii i 37
3.6 Uji Keabsahan Data ...........cccccoeiiiiiciiiicceee e 39
3.7 TekNik ANAliSIS DAta.........ccccveieiieiieieeie et e e sne e 41
BAB IV HASIL PENELITIAN
4.1 SUDJEK Penelitian........cccooiiiiiiicic e 43
4.1.1 Profil PErusanaan ............cccooeiiiiiiieiiee s 44
4.1.2 LOQO PEruSANAAN .....c.veiiieiiiti e s 44
A.1.3VISI & MISI....oiiiuiiiiiiciii ittt areas 44
4.1.4 Value Proposition Perusanaan ............cccceevverieiiieiie e 44
4.1.5 StrUKEUF OrganiSaSH ......ccvieiuieiieeiiie it sie et see et 45
4.2 HaSIl PENEIITIAN.........ooieie et 47

4.2.1 Strategi Komunikasi CRC AUTO2000 permata hijau menjaga hubungan
dengan pPelanggan..........ccooeieiieii i 50



BAB V PEMBAHASAN
5.1 Strategi Customer Relationship Management AUTO2000 Permata Hijau

dalam menjaga hubungan dengan pelanggan...........cccccevveveieene e, 77
BAB VI PENUTUP
6.1 KESTMPUIAN ... 91
5.2 SAIAN......eeieteeeiiee ettt ettt h e b e bt nh e e b e e be et e re e beenneas 92
Daftar PUSTAKA.........cccciiiiiiieeiee et 94



