DAFTAR ISI

HALAMAN JUDUL ..ot [
HALAMAN PERSETUJUAN ..o I
HALAMAN PENGESAHAN ..o ii
HALAMAN PERNYATAAN ..ot Y%
HALAMAN MOTTO ..t %
HALAMAN PERSEMBAHAN ..o Vi
KATA PENGANTAR . vii
DAFTAR IS .o X
DAFTAR GAMBAR ...ttt Xiii
ABSTRAK ... oo xiiv
ABSTRACT ..o XV

BAB | PENDAHULUAN

1.1 Latar BelaKang........ccooveiiiiiieee e
1.2 RUMUSAN MASIAN ..o
1.3 Tujuan Penelitian .......ccooeiiiiiiiieee e
1.4 Manfaat Penelitian.........cccooveieeiiie e

1.5 Kerangka Teori & PemiKiran ..........ccccocveiiiieiiiiic e

© © 0O O N -

1.5.1 Face Negotiation TheOrY ........cccceveeiieiii i
1.5.2 Customer Relations Management................coveiiiiiiiiiiiininnnnn 13

BAB Il TINJAUAN PUSTAKA

2.1 DefiniSi Strategi......cuciiviiiiieiieeciee sttt 19
2.2 Pelayanan Prima ..ot 20
2.3 Kepuasan Pelanggan (Customer Satisfaction) ..........ccccocevveeviviieiiiennnnns 25



2.4 Penelitian TerdanUIU. ...........eeeeeeeee e eeeeeeeeeeeeeeeeeneees 29

BAB Il METODE PENELITIAN

3.1 JENIS PENEITIAN ... 33
3.2 ODbjek Penelitian ...........coooiiiiiiiicceee e 34
3.3 SUDJEK PeNElItIAN ..o 35
3.4 LoKaSi PENElITIAN ........c.ooeiiiiiiiiceee e 36
3.5 Metode Pengumpulan Data ...........ccccoveveeiieiiieieeiecic e 36
3.6 SUMDEE DA ......coiuieiiiiieiieeie ettt eesreesreenee s 39
3.7 TeKnik ANaliSIS DAt ........cevuviieiieieiiesieesie et see e sreesre e 41
3.8 Uji Keabsahan Data...........ccccccueiveiiiiiieeie e 343

BAB IV HASIL DAN PEMBAHASAN

4.1 Gambaran Umum Perusanaan ............c.cooevrereieiineneisiseseeese s 45
4.1.1 Sejarah Singkat PT. Aseli Dagadu DjoKdja .........ccccceeriiininennnnns 45
4.1.2 Arti Kata DagadU.........ccoeiirieiiieieiese et 47
4.1.3 Visi, Misi, dan Value (WVMV) ... 49
4.1.4 Lokasi Penjualan Produk Dagadu ............ccceeeveirieinncnenenesesieins 51
4.1.5 SISEEr BranQ.......cccooiiuiiiiiiiieicesee e 57

4.2 HaSil PENEILIAN. .......couiiiiiiiciicee s 68
4.2.1 Relaunching: Dagadu BARU. SERU..........c.cooviiiiiiiiines 68
4.2.2 Customer Relations PT. Aseli Dagadu Djokdja..........cc.ccccevvervrennee. 68
4.2.3 Penanganan Komplain Dalam Lingkup Gerai..........ccccoceveriiinnnnnns 95
4.2.4 Rencana program Pengembangan CRM .........cccocviiiiiinnciincnnns 98

4.2 PEMDANASAN ... 100



BAB V PENUTUP

5.1 KESIMPUIAN.....oiiiiiiicce e
5.2 SAIAN ... et ne e

Daftar Pustaka

Lampiran



