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ABSTRACT

IMPLEMENTATION OF CUSTOMER LOYALTY REWARD
PROGRAM IN EFFORTS TO INCREASE CUSTOMER LOYALTY
AND SALES OF INDIHOME PRODUCTS IN PT TELKOM
SURAKARTA

ANGGELA EKA FEBRIANTI

F3217005

This Final Project research aims to determine how the process of
implementing the customer loyalty reward program and its impact on the
company and Indihome customers. The writing of this report is presented
descriptively. The method used is qualitative analysis using primary data and
secondary data. Primary data were obtained from resource persons, namely
Indihome consumer service managers and Indinome customers in the Surakarta
area through interviews. Meanwhile, secondary data is obtained from journal
and internet references. The results of the research obtained through interviews
and direct observation for two months through work apprenticeship activities
show that the loyalty program implemented by PT Telkom has no effect in
increasing customer loyalty and the quantity of sales of Indihome products.
Loyalty programs have an effect on increasing customer satisfaction. The
majority of customers are not aware of Indihome's loyalty program.

The author provides suggestions for increasing product sales and
loyalty of Indihome customers, the company must improve its promotional
strategies and communication systems so that customers become more aware
of the Indihome loyalty program. By providing information about the Indihome
loyalty program through the social media Instagram, Twitter and Facebook
which customers often use. And send broadcasts via Whatsapp or SMS
regularly to customers.

Keywords: Customer Loyalty, Customer Satisfaction, Loyalty Program,
Reward
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ABSTRAK

PENERAPAN CUSTOMER LOYALTY REWARD PROGRAM DALAM
UPAYA MENINGKATKAN LOYALITAS PELANGGAN DAN
PENJUALAN PRODUK INDIHOME PADA PT. TELKOM SURAKARTA

ANGGELA EKA FEBRIANTI

F3217005

Penelitian Tugas Akhir ini bertujuan untuk mengetahui bagaimana
proses penerapan customer loyalty reward program beserta dampak bagi
perusahaan dan pelanggan Indihome. Penulisan laporan ini disajikan secara
deskriptif. Metode yang digunakan adalah analisis kualitatif dengan
menggunakan data primer dan data sekunder. Data primer diperoleh dari
narasumber yaitu manager consumer service Indihome dan pelanggan
Indihome di wilayah Surakarta melalui hasil wawancara. Sedangkan data
sekunder didapatkan dari referensi jurnal dan internet. Hasil penelitian yang
didapatkan melalui wawancara dan observasi langsung selama dua bulan
melalui kegiatan magang kerja menunjukkan bahwa loyalty program yang
diterapkan PT Telkom tidak berpengaruh dalam meningkatkan loyalitas
pelanggan dan kuantitas penjualan produk Indihome. Loyalty program
berpengaruh dalam meningkatkan kepuasan pelanggan. Mayoritas pelanggan
tidak mengetahui adanya loyalty program yang diadakan oleh Indihome.

Penulis memberikan saran untuk meningkatkan penjualan produk dan
loyalitas pelangan Indihome, perusahaan harus memperbaiki strategi promosi
dan sistem komunikasi agar pelanggan menjadi lebih aware dengan adanya
loyalty program Indihome. Dengan cara memberikan informasi tentang loyalty
program Indihome melalui media sosial Instagram, Twitter, dan Facebook
yang sering digunakan pelanggan. Serta mengirim broadcast melalui Whatsapp
atau SMS secara berkala kepada para pelanggan.

Kata Kunci : Loyalitas Pelanggan, customer satisfaction, loyalty program,
reward
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