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ABSTRAK 

 

 

Laporam kerja praktik ini merupakan hasil dalam menganalisis peran divisi 

Customer Relationship Marketing (CRM) di Hotel Great Diponegoro Surabaya 

dalam mengelola hubungan dengan pelanggan. CRM merupakan pendekatan 

strategis yang mengintegrasikan proses bisnis dan teknologi untuk meningkatkan 

pengalaman pelanggan. Dalam kegiatan kerja praktik, ditemukan bahwa strategi 

seperti WA Blast, pengelolaan data pelanggan, dan pelaksanaan event promosi 

berkontribusi signifikan dalam membangun loyalitas pelanggan. Komunikasi yang 

efektif, personalisasi pesan, dan respons cepat terhadap umpan balik pelanggan 

menjadi kunci keberhasilan divisi ini. Temuan menunjukkan pentingnya integrasi 

antara teori pemasaran dengan praktik untuk memperkuat hubungan pelanggan dan 

citra merek. 

Kata Kunci: Customer Relationship Marketing, Hotel Great Diponegoro, WA 

Blast, Loyalitas Pelanggan, Komunikasi Pemasaran. 
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ABSTRACT 

 

This internship report is the result of analyzing the role of the Customer 

Relationship Marketing (CRM) division at Great Diponegoro Hotel Surabaya in 

managing customer relationships. CRM is a strategic approach that integrates 

business processes and technology to enhance customer experiences. During the 

internship activities, it was found that strategies such as WA Blast, customer data 

management, and promotional events significantly contributed to building 

customer loyalty. Effective communication, personalized messages, and prompt 

responses to customer feedback were key success factors for this division. The 

findings highlight the importance of integrating marketing theories with practical 

applications to strengthen customer relationships and brand image. 

Keywords: Customer Relationship Marketing, Great Diponegoro Hotel, WA Blast, 

 

Customer Loyalty, Marketing Communication. 


