Universitas Esa Unggul

DAFTAR ISI

TANDA PERSETUJUAN SKRIPSI ........ccoevne. Error! Bookmark not defined.
HALAMAN PENGESAHAN . ... I
SURAT PERNYATAAN ... i
KATA PENGANTAR ... e 1\

HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI KARYA
ILMIAH UNTUK KEPENTINGAN AKADEMIS.......cccooiii e v
ABSTRAK et Vi
ABSTRACT e vii
DAFTAR IS e viii
DAFTAR TABEL ...t X
DAFTAR GAMBAR......ce s Xi
BAB | PENDAHULUAN. ...t 1
1.1, Latar BelaKang .......cccooiiiiiiiiici e 1
1.2, Rumusan Masalah ... 2
1.3, Tujuan Penelitian..........ccoviiiiioiiiii e 2
1.4, Manfaat Penelitian..........ccooiiiiiiiic e 2
1.4.1. Manfaat TEOIEES ....cveveiriirieieieeteee s 2
1.4.2. Manfaat PrakiiS.........c.cooiiiiiiiiieie i 3
BAB I TINJAUAN PUSTAKA ... 4
2.1. Penelitian TerdahulU..........cccooo i 4
2.2, KAJIAN TROMT ...ttt ettt 6
2.2.1 Customer Relationship Management ..........ccccccevveeiieiiecieesie e 6
2.2.2 KOMUNIKAST. ... 8
2.2.3 PUDIIC REIALIONS ...t 8
2.2.4. Media SOSIAL .......coviiiiiiiiie e 9
2.2.5. Digital CUSTOMET ...c.eoiiiiiiiiiiieiieieie e 9
2.2.6. Digital Public Relations..........ccoeiiiiiiiiiiiieee e, 10
2.2.7. Strategi KOMUNIKAST ........ooiviiiiiiiieiie e 11
2.3. Kerangka PEeMIKITaN ........cccuoiiiiiiieiicie e 11



Universitas Esa Unggul

BAB 1l METODE PENELITIAN ... 13
3.1, Paradigma Penelitian ............ccoooviieiiiii i 13
3.2, Metode Penelitian..........ccoooiiiiiiiiiieiissee e 13
3.3, Teknik Pengumpulan Data .........ccccoeiiriiiiiiicieieie e 14
3.4.  Setting dan Subjek Penelitian...........c.coooviiiiiiiiiiic e 15

3.4.1  Setting Penelitian ........ccccoveiiiiiiieiecc e 15
3.4.2  Subjek Penelitian...........ccoevviieiiiii e 15
3.5, Informan Penelitian ...........cccoiiiiiiiiiecsc e 16
3.6 Teknik Analisa Data..........ccceiiiiieiiiiiieieise e 16

BAB IV HASIL DAN PEMBAHASAN .....coooiiiie s 18

4.1. SUDJEK PENEITIAN ..ottt 18
4.1.1 Profil Perusahaan Swiss-Belhotel BOQOr..........ccccoviiiiiiiiniiiccee, 18
4.1.2 Visi, Misi, Filosofi, dan Komitmen Swiss-Belhotel................cc.ccce. 19

4.2 HaSil PENelitian..........ccooiiiiiiiiisee e 19

4.3 Pembahasan Hasil Penelitian.............ccccooieiiiiiiiiiicceee 20

4.3.1 Strategi Customer Relationship Manajemen Swiss-Belhotel Bogor

Dalam Meningkatkan Jumlah Pelanggan...........ccccceoveiieiiiic i, 20
4.3.2 Pesan Komunikasi yang Diterapkan Swiss-Belhotel Bogor................. 27
4.3.3 Pelanggan Swiss-Belhotel BOQOr ..........cccoovveviiiiciiccece e, 28
BAB V PENUTUP ...t 30
5.1. Kesinjullang:, coofn... S5 NS U S 0 A T 0 S 30
5.2, SATAN ... 30
TRANSKRIP WAWANCARA . ...t 32
LEMBAR CODING ..ot 38
DAFTAR PUSTAKA . .. ettt 46
LAMPIRAN L.ttt ettt e nee e 49



Universitas Esa Unggul

DAFTAR TABEL

Tabel 2.1 Penelitian Terdahulu ........ooooimmiie e, 4

Tabel 3.1 INFOTMAN ... .. e e e 16



Universitas Esa Unggul

DAFTAR GAMBAR

Gambar 2.1 Kerangka Pemikiran .............coooiiiiiiiiiii e 12
Gambar 4.1 Contoh Promo Paket ............cocoiiiiiiiiiiiiiiii e 23
Gambar 4.2 Contoh Influencer..............cooiiii i 24
Gambar 4.3 Website Swiss-Belhotel ............cooiiiiiiiiiii 25
Gambar 4.4 Instagram dan Facebook Swiss-Belhotel Bogor ........................ 25
Gambar 4.5 Contoh Diskon Promo Swiss-Belhotel Bogor .......................... 26
Gambar 4.6 Ulasan Pelanggan .............cooiiiiiiiiiiiiiiiiiiiiieeeie e 28
Gambar 4.7 Grafik Peningkatan Pelanggan...............ccoooiiiiiiiiiiii, 30

xi



