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ABSTRAK

Penelitian ini berfokus pada pengembangan sistem reservasi berbasis web yang
terintegrasi dengan pendekatan Manajemen Hubungan Pelanggan (CRM) Analitis
di Pepabri Hotel & Resort, Kabupaten Kuningan. Penelitian ini dilatarbelakangi
oleh masalah dalam pencatatan reservasi konvensional yang sering menyebabkan
overbooking, kurangnya strategi pemasaran digital yang efektif, rendahnya tingkat
okupansi kamar, dan tidak adanya sistem analisis pelanggan. Sistem ini
dikembangkan menggunakan model Waterfall dari Software Development Life
Cycle (SDLC), dengan data dikumpulkan melalui observasi, wawancara, dan
tinjauan literatur. Sistem yang diusulkan menerapkan teknik Relational Online
Analytical Processing (ROLAP) untuk menganalisis data multidimensi, termasuk
preferensi pelanggan, pola pemesanan, dan kinerja layanan. Hasil penelitian
menunjukkan bahwa implementasi CRM Analitis secara efektif mengurangi risiko
overbooking melalui sinkronisasi data secara real-time, meningkatkan loyalitas
pelanggan melalui layanan yang dipersonalisasi berdasarkan preferensi analisis,
dan mendukung pengambilan keputusan strategis dalam pengelolaan kamar dan
sumber daya. Secara keseluruhan, sistem ini membantu manajemen hotel
mengoptimalkan strategi pemasaran berbasis data, meningkatkan efisiensi
operasional, dan memperkuat daya saing di industri perhotelan.
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ABSTRACT

This study focuses on the development of a web-based reservation system integrated
with an Analytical Customer Relationship Management (CRM) approach at
Pepabri Hotel & Resort, Kuningan Regency. The research was motivated by
problems in conventional reservation recording that often cause overbooking, the
lack of effective digital marketing strategies, low room occupancy rates, and the
absence of a customer analysis system. The system was developed using the
Waterfall Software Development Life Cycle (SDLC) model, with data collected
through observation, interviews, and literature review. The proposed system
applies Relational Online Analytical Processing (ROLAP) techniques to analyze
multidimensional data, including customer preferences, booking patterns, and
service performance. The results show that the implementation of CRM Analytical
effectively reduces overbooking risks through real-time data synchronization,
enhances customer loyalty through personalized services based on preference
analysis, and supports strategic decision-making in room and resource
management. Overall, the system helps hotel management optimize data-driven
marketing strategies, improve operational efficiency, and strengthen
competitiveness in the hospitality industry.
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