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ABSTRAC 

Customer relations is one of the public relations activities that plays an important 
role for the company through the relationship that occurs between the customer and 
the company. This study aims to find out how public relations activities in the 
customer relations strategy carried out by Mahar Agung Organizer and their relation 
to the concept of customer relationship management (CRM) by using the ten 
principles in the theory of excellence as a theoretical basis. This study uses a 
qualitative descriptive type approach with primary data collection methods through 
data collection techniques in the form of interviews. The data analysis technique used 
is the three-stage data analysis model of Miles and Huberman which consists of data 
reduction, data presentation and drawing conclusions. From the research results that 
have been obtained, it can be seen how the customer relations strategy at Mahar 
Agung Organizer is based on the principles of excellence theory as a research 
indicator supported by the concept of customer relationship management (CRM). The 
results of this study indicate that Mahar Agung Organizer uses a customer relations 
strategy involving four stages, namely customer identification, customer 
differentiation, customization and interaction. In the application of this model there 
is conformity with the theory of excellence namely involvement, managerial, 
empowerment and two way symmetrical models. 

 

Keywords : customer relations, wedding organizer, excellence theory, customer 
relationship management, good relations. 
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ABSTRAK 

Customer relations merupakan salah satu kegiatan public relations yang berperan 
penting bagi perusahaan melalui hubungan yang terjadi antara pelanggan dan 
perusahaan. Penelitian ini bertujuan untuk mengetahui bagaimana aktivitas public 
relations pada strategi customer relations yang dilakukan oleh Mahar Agung 
Organizer dan keterkaitannya dengan konsep customer relationship management 
(CRM) dengan menggunakan sepuluh prinsip dalam teori excellence sebagai landasan 
teori. Penelitian ini menggunakan pendekatan kualitatif jenis deskriptif dengan 
metode pengumpulan data primer melalui teknik pengumpulan data berupa 
wawancara. Adapun teknik analisis data yang digunakan adalah tiga tahap analisis 
data model Miles and Huberman yang terdiri dari reduksi data, penyajian data dan 
penarikan kesimpulan. Dari hasil penelitian yang telah didapatkan dapat dilihat 
bagaimana strategi customer relations pada Mahar Agung Organizer berdasarkan 
prinsip-prinsip teori excellence sebagai indicator penelitian yang didukung dengan 
konsep customer relationship management (CRM). Hasil penelitian tersebut 
menunjukkan bahwa Mahar Agung Organizer menggunakan strategi customer 
relations dengan melibatkan empat tahapan yaitu identifikasi pelanggan, diferensiasi 
pelanggan, kustomisasi dan interaksi. Pada penerapannya model tersebut terdapat 
kesesuaian pada teori excellence yaitu involvement, managerial, empowerment dan 
two way symmetrical model. 

 

Kata kunci : customer relations, wedding organizer, teori excellence, customer 
relationship management, hubungan baik. 
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