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IMPLEMENTASI PRINSIP KOMUNIKASI INTERPERSONAL DALAM
MEMPERTAHANKAN LOYALITAS PELANGGAN PRODUK PREMIUM
SAMSUNG : STUDI KASUS DI SAMSUNG STORE PACIFIC PLACE
TAHUN 2026

FERNANDA PUTRI HANDAYANI

ABSTRAK

Persaingan pada industri smartphone premium mendorong perusahaan
untuk membangun hubungan yang baik dengan pelanggan melalui komunikasi
interpersonal. Penelitian ini  bertujuan menjelaskan implementasi Prinsip
komunikasi interpersonal dalam mempertahankan loyalitas Pelanggan produk
premium Samsung : Studi kasus di Samsung store Pacific Place tahun 2026
berdasarkan lima prinsip komunikasi interpersonal Joseph A. DeVito, yaitu
keterbukaan (oppeness), empati (emphaty), dukungan (supportiveness), kesamaan
(equality), dan kepositifan (positiveness). Penelitian ini menggunakan pendekatan
kualitatif dengan Teknik pengambilan data triangulasi, yaitu wawancara mendalam,
observasi, dan dokumentasi. Informan penelitian terdiri dari store leader, senior
sales, dan dua orang Pelanggan Samsung Store Pacific Place. Hasil penelitian
menunjukkan bahwa implementasi komunikasi interpersonal telah diterapkan
secara konsisten dalam proses pelayanan, mulai dari menggali kebutuhan
Pelanggan hingga melakukan pelayanan after sales dan follow up Pelanggan.
Penerapan tersebut didukung oleh standar pelayanan step GALAXY, SOP
pelayanan, dan Modul belajar SamsungPlus. Temuan penelitian menunjukkan
bahwa komunikasi interpersonal berperan dalam membangun Customer Relations
melalui hubungan yang didasarkan pada kepercayaan, perhatian terhadap
kebutuhan Pelanggan, dan pelayanan yang berkelanjutan. Hubungan tersebut
mendorong kepuasan, pembelian ulang, serta loyalitas Pelanggan terhadap samsung
store Pacific Place.

Kata kunci : Komunikasi interpersonal, loyalitas Pelanggan, Customer Relations,
Joseph A. Devito, Samsung Store pacific Place
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IMPLEMENTATION OF INTERPERSONAL COMMUNICATION
PRINCIPLE IN MAINTAINING THE LOYALTY OF SAMSUNG
PREMIUM PRODUCT CONSUMERS : SAMSUNG STORE PACIFIC
PLACE IN 2026

FERNANDA PUTRI HANDAYANI

ABSTRACT

The increasing competition in the premium smartphone industry requires
companies to build strong relationships with consumers through interpersonal
communication. This study aims to explain the implementation of interpersonal
communication Principle in maintaining the loyalty of Samsung premium product
consumers : Samsung Store Pacific Place in 2026 based on Joseph A. DeVito's five
principles of interpersonal communication: openness, empathy, supportiveness,
equality, and positiveness. This study employed a qualitative approach using data
triangulation techniques, including in-depth interviews, observation, and
documentation. The informants consisted of the Store Leader, a Senior Sales
representative, and two consumers of Samsung Store Pacific Place. The findings
indicate that interpersonal communication has been consistently implemented
throughout the service process, from identifying consumers' needs to providing
after-sales service and conducting follow-up communication. This implementation
is supported by the Step GALAXY service standards, service Standard Operating
Procedures (SOP), and the SamsungPlus learning module. The findings also reveal
that interpersonal communication plays an important role in building Customer
Relations through trust, attention to consumers' needs, and continuous service.
These relationships contribute to customer satisfaction, repeat purchases, and
consumer loyalty toward Samsung Store Pacific Place.

Keywords: interpersonal communication, consumer loyalty, Customer Relations,
Joseph A. DeVito, Samsung Store Pacific Place
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