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ABSTRAK 

Arvega Syah Walda Putra, 1806424 “Analisis Customer Retention pada Industri 

Perhotelan dalam Ruang Lingkup Global (Systematic Literature Review)” dibawah 

bimbingan Prof. Dr. Vanessa Gaffar, S.E., Ak., M.B.A dan Dr. Gitasiswhara, 

SE.Par., MM. 

 

Customer retention sangat penting untuk kelangsungan hidup hotel. Dalam industri 

perhotelan, customer retention ini merupakan salah satu kunci untuk kesuksesan 

jangka panjang karena memberikan manfaat yang besar seperti keuntungan, 

pengurangan biaya pemasaran, dan meningkatkan word of mouth. Customer 

retention didefinisikan sebagai cara perusahaan mempertahankan pelanggannya 

dan merubah pelanggan baru menjadi pelanggan tetap dan menjaga hubungan baik 

dengan mereka. Tujuan dari penelitian ini adalah untuk mengetahui konteks 

penelitian industri perhotelan yang banyak diteliti terkait customer retention dan 

faktor yang mempengaruhi customer retention di industri perhotelan. Penelitian ini 

merupakan penelitian kualitatif yang menggunakan metode systematic literature 

review untuk menjelaskan customer retention di industri perhotelan melalui 

identifikasi 16 artikel. Data yang digunakan dalam penelitian ini peneliti mencari 

dari lima database (Science Direct, Sage, Scopus, Taylor and Francis, dan 

Springer). Penelitian ini mengungkapkan konteks penelitian di industri perhotelan 

yang dikaitkan dengan customer retention dan faktor-faktor yang mempengaruhi 

customer retention di industri perhotelan. Penelitian ini menjadi dasar 

pengembangan studi pemasaran customer retention untuk penelitian lanjutan, 

selain itu juga penelitian ini berperan untuk memberikan masukan kepada 

stakeholder industri perhotelan terkait penerapan customer retention di industri 

perhotelan. 

 

Kata kunci: Retensi pelanggan, hotel, systematic literature review  



 
 

ABSTRACT 

Arvega Syah Walda Putra, 1806424 “Customer Retention Analysis of the 

Hospitality Industry in  A Global Scope (Systematic Literature Review)" under Prof. 

Dr. Vanessa Gaffar, S.E., Ak., M.B.A. and Dr. Gitasiswhara, SE.Par., MM.  

Customer retention is critical to the survival of the hotel. In the hospitality industry, 

this customer retention is one of the keys to long-term success as it provides great 

benefits such as profitability, reduced marketing costs, and improved word of 

mouth. Customer retention is defined as the way a company maintains its customers 

and converts new customers into regular customers and maintains good 

relationships with them. The purpose of this study is to identify the research context 

of the hospitality industry that was extensively studied regarding customer retention 

and the factors affecting customer retention in the hospitality industry. This study 

is a qualitative study that uses the Systematic Literature Review method to explain 

customer retention in the hospitality industry through the identification of 16 

articles. The data used in this study are from five databases (Science Direct, Sage, 

Scopus, Taylor and Francis, and Springer). This study revealed the context of 

research in the hospitality industry linked to customer retention and the factors 

influencing customer retention in the hospitality industry. This research is the basis 

for the development of customer retention marketing studies for follow-up research, 

as well as the role of providing input to hospitality industry stakeholders regarding 

the application of customer retention in the hospitality industry. 

Keywords: Customer retention, hotel, systematic literature review  
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