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Analisis Strategi Customer Relationship Management pada Immersion by Lexus 

 

Maharani Nur Wijayanti  

 

ABSTRAK 

Penelitian ini bertujuan untuk mendalami Customer Relationship Management (CRM) 

dalam bentuk ruang fisik brand space. Dengan menggunakan pendekatan kualitatif studi 

kasus exploratori, dengan melakukan sesi wawancara dengan pelanggan dan juga pada 

salah satu karyawan Lexus, penelitian ini mengeksplorasi bagaiamana implementasi 

Customer Relationship Management (CRM) pada brand Lexus dengan menggunakan 

Immersion by Lexus. Hasil penelitian menunjukkan bahwa Immersion by Lexus tidak 

hanya memenuhi kebutuhan penjualan, tetapi juga berfungsi untuk memperkuat Customer 

Relationship Management (CRM) Lexus. Kepemilikikan Lexus yang mewah dan memiliki 

filosofi yang unik ini meningkatkan citra diri dari pelanggan, menjadikan sarana yang 

menyatukan kebutuhan psikologi dan social, serta memberikan kontribusi positif terhadap 

citra merek. 

 

Kata kunci: Customer Relationship Management, Brand, Brand Space   
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Analysis of Customer Relationship Management Strategy at Immersion 

by Lexus 

 

Maharani Nur Wijayanti  

 

ABSTRACT  

 

This study aims to explore Customer Relationship Management (CRM) in the form of 

physical brand space. Using a qualitative exploratory case study approach, conducting 

interviews with customers and one Lexus employee, this study explores how Customer 

Relationship Management (CRM) is implemented in the Lexus brand using Immersion by 

Lexus. The results of the study show that Immersion by Lexus not only meets sales needs 

but also serves to strengthen Lexus' Customer Relationship Management (CRM). The 

luxurious ownership of Lexus and its unique philosophy enhance customers' self-image, 

serving as a means to unite psychological and social needs, and contributing positively to 

the brand image. 

 

Keyword: Customer Relationship Management, Brand, Brand Space    
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