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ABSTRAK

Nelvina Viola Wilian. Nrp.1423020008. Judul “Aktivitas Customer Relationship
Management Divisi Tenant Relation Grand City Mall Surabaya”

Dalam industri shopping Mall, tenant merupakan salah satu faktor utama yang sangat
penting bagi sebuah Mall yang dapat memiliki daya tarik tersendiri untuk para pengunjung
Mall. Sebagai salah satu pusat perbelanjaan yang menjadi salah satu Mall besar di Surabaya,
Grand City Mall memiliki tenant yang cukup banyak dan bertahan lama, meskipun terdapat
beberapa tenant yang kosong. Hal ini merupakan faktor penting yang mendorong penulis ingin
mencari tahu mengenai bagaimana aktivitas Public Relations divisi Tenant Relations yang
dilakukan dalam usaha mempertahankan hubungan antara manajemen Mall dengan tenant nya.
Oleh sebab itu, observasi dan wawancara mendalam dilakukan oleh penulis dalam rangkaian
aktivitas magang selama 6 bulan terhitung mulai tanggal 12 Juni hingga tanggal 11 Desember
2023. Sementara aktivitas yang dilakukan oleh penulis untuk menunjang relationship yang baik
antara lain melakukan publikasi, event dan sponsorship kepada pihak tenant, membantu
memberikan saran dan pengecekan terhadap kondisi unit tenant, membantu proses kerjasama

dengan tenant serta meminta saran dan evaluasi dari pihak tenant terhadap management Mall.

Kata Kunci : Aktivitas Marketing Communication, Relationship Management, Tenant

Relations, Grand City Mall Surabaya, Mall.
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ABSTRAK

Nelvina Viola Wilian. Nrp.1423020008. Judul “Aktivitas Customer Relationship
Management Divisi Tenant Relation Grand City Mall Surabaya”

In the shopping mall industry, tenants are one of the main factors that are very important
for a mall which can have its own attraction for mall visitors. As a shopping center which is
one of the big malls in Surabaya, Grand City Mall has quite a lot of tenants and has lasted a
long time, even though there are several empty tenants. This is an important factor that
encourages the author to want to find out about how the Public Relations activities of the Tenant
Relations division are carried out in an effort to maintain the relationship between Mall
management and its tenants. Therefore, observations and in-depth interviews were carried out
by the author in a series of internship activities for 6 months starting from June 12 to December
11 2023. Meanwhile, the activities carried out by the author to support good relationships
include carrying out publications, events and sponsorships for parties. tenants, help provide
advice and check the condition of tenant units, assist in the collaboration process with tenants

and ask for suggestions and evaluations from tenants regarding Mall management.

Kata Kunci : Aktivitas Marketing Communication, Relationship Management, Tenant

Relations, Grand City Mall Surabaya, Mall.
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