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The Importance of Brand Awareness in Maintaining Customer Loyalty at
Hotel Grand Mercure Malang Mirama

Ryzky Amalia, Marsudi, Novi Puji Lestari
Management Study Program, University of Muhammadiyah Malang

Email; amaliaryz73@gmail.com

ABSTRACT

Brand awareness of Accor as an international hotel chain has been proven to
have a significant influence on customer loyalty at the Grand Mercure Malang
Mirama Hotel. High brand awareness creates trust in the quality of service, staff
professionalism, and consistency of service standards carried out by Accor. The
Accor Live Limitless (ALL) loyalty program is one of the ways to strengthen
customer emotional attachment through various exclusive benefits and personal
services provided. Differences in booking methods also affect the level of loyalty,
where this occurs in customers who use official channels such as the Accor
application or website. This shows stronger loyalty compared to users of third-party
platforms. The hotel's strategy in strengthening brand awareness is implemented
through strengthening visual identity, aligning international standards, loyalty
education, and utilizing digital and social media. These findings confirm that brand
awareness plays a major role in building long-term relationships with customers
and maintaining their loyalty to the Grand Mercure Malang Mirama.

Keywords: Brand Awareness, Customer Loyalty
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Pentingnya Brand Awareness Dalam Menjaga Loyalitas Customer Pada
Hotel Grand Mercure Malang Mirama

Ryzky Amalia, Marsudi, Novi Puji Lestari
Program Studi Manajemen, Universitas Muhammadiyah Malang

Email; amaliaryz73@gmail.com

ABSTRAK

Brand awareness terhadap Accor sebagai jaringan hotel internasional terbukti
memberikan pengaruh yang cukup tinggi terhadap loyalitas pelanggan di Hotel
Grand Mercure Malang Mirama. Kesadaran merek yang tinggi menciptakan
kepercayaan terhadap kualitas layanan, profesionalisme staf, serta konsistensi
standar pelayanan yang diusung oleh Accor. Program loyalitas Accor Live Limitless
(ALL) menjadi salah satu penguat keterikatan emosional pelanggan melalui
berbagai benefit eksklusif dan layanan personal yang diberikan. Perbedaan metode
pemesanan juga memengaruhi tingkat loyalitas, di mana hal tersebut terjadi pada
pelanggan yang menggunakan kanal resmi seperti aplikasi atau website Accor. Hal
tersubut menunjukkan loyalitas yang lebih kuat dibandingkan dengan pengguna
platform pihak ketiga. Strategi hotel dalam memperkuat brand awareness
diterapkan melalui penguatan identitas visual, penyelarasan standar internasional,
edukasi loyalitas, serta pemanfaatan media digital dan sosial. Temuan ini
menegaskan bahwa brand awareness berperan sebagai fondasi utama dalam
membangun hubungan jangka panjang dengan pelanggan dan mempertahankan
loyalitas mereka terhadap Grand Mercure Malang Mirama.

Kata Kunci: Brand Awareness, Loyalitas Pelanggan
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