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ABSTRAK 

Penelitian ini bertujuan untuk mengetahui bagaimana implementasi Electronic 

Customer Relationship Management (E-CRM) melalui penggunaan website, email 

marketing, dan media sosial instagram dapat meningkatkan loyalitas pelanggan di 

Hotel X bali Ubud. Pendekatan penelitian menggunakan kualitatif dengan metode 

studi kasus. Data dikumpulkan melalui wawancara mendalam terhadap tiga 

informan dari manajemen hotel (director of sales, digital marketing, dan rooms 

operation manager), serta tiga pelanggan yang telah berulang kali menginap. Hasil 

penelitian menunjukkan bahwa penerapan E-CRM di Hotel X mencakup empat 

dimensi utama: organization orientation, customer orientation, knowledge 

orientation, dan information technology orientation. Setiap dimensi tersebut 

memiliki peran strategis dalam mendukung peningkatan loyalitas pelanggan yang 

ditinjau dari aspek word of mouth, repurchase intention, price sensitivity, dan 

complaint behavior. Hotel secara aktif memanfaatkan data digital untuk 

mempersonalisasi layanan, membangun komunikasi berkelanjutan, serta 

meningkatkan keterlibatan pelanggan melalui platform digital. Implementasi ini 

terbukti mampu meningkatkan kepuasan dan loyalitas pelanggan, yang tercermin 

dari tingginya tingkat repeat guest dan ulasan positif secara daring. Penelitian ini 

merekomendasikan peningkatan integrasi sistem E-CRM secara internal antar 

departemen serta optimalisasi penggunaan data perilaku pelanggan sebagai strategi 

personalisasi lanjutan dalam program loyalitas. 

 

Kata kunci: Electronic Customer Relationship Management (E-CRM), Loyalitas 

Pelanggan 
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ABSTRACT 

This study aims to determine how the implementation of Electronic Customer 

Relationship Management (E-CRM) through the use of websites, email 

marketing, and instagram social media can increase customer loyalty at Hotel 

X Bali Ubud. The research approach uses qualitative with a qualitative case 

study method. Data were collected through in-depth interviews with three 

informants from hotel management (director of sales, digital marketing, and 

rooms operation manager), as well as three repeat guests. The results of the 

study show that the implementation of E-CRM at Hotel X includes four main 

dimensions: organization orientation, customer orientation, knowledge 

orientation, and information technology orientation. Each dimension has a 

strategic role in supporting increased customer loyalty, as reviewed from the 

aspects of word of mouth, repurchase intention, price sensitivity, and complaint 

behavior. The hotel actively utilizes digital data to personalize services, build 

ongoing communication, and increase customer engagement through digital 

platforms. This implementation has been proven to be able to increase customer 

satisfaction and loyalty, as reflected in the high level of repeat guests and positive 

online reviews. This study recommends increasing the integration of E-CRM 

systems internally between departments and optimizing the use of customer 

behavioral data as an advanced personalization strategy in loyalty programs. 

 

Keyword: electronic customer relationship management (E-CRM), customer 

loyalty 
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