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ABSTRAK

Pengelolaan hubungan dengan konsumen saat ini menjadi salah satu fokus perusahaan. Di samping

memperkuat jejaring, pengelolaan hubungan dengan pelanggan diyakini dapat memberikan

dampak positif yang nyata bagi perusahaan. Tujuan dari penelitian ini adalah untuk menjelaskan

segala aktivitas pada PT. BBG berkaitan dengan pengelolaan hubungan dengan konsumen (CRM)

serta dampak dari aktivitas yang telah dilakukan. Metode penelitian bersifat deskriptif kualitatif.

Pengumpulan data dilakukan melalui observasi, pengumpulan dokumentasi dan in-depth interview
dengan pihak terkait, serta desktop-research beragam literatur berkaitan dengan CRM.

Berdasarkan penelitian yang telah dilakukan, diperoleh hasil bahwa serangkaian aktivitas berkaitan

CRM dilakukan oleh PT. BBG. Berdasarkan frekuensi, aktivitas tersebut diklasifikasikan menjadi

kegiatan rutin dan tidak rutin (insidental). Berdasarkan sifatnya, aktivitas pengelolaan hubungan

dengan pelanggan dibedakan menjadi beberapa kegiatan, yakni hiburan, edukasi, dan olahraga.

Aktivitas CRM dilakukan oleh PIC (person incharge) yang ditunjuk oleh perusahaan. Dampak

dari aktivitas CRM pada PT. BBG antara lain perpanjangan kontrak, penambahan kapasitas

volume gas, serta brand associate. Berdasarkan hal tersebut, dapat ditarik kesimpulan jika

aktivitas CRM diperlukan guna mengoptimalkan penjualan sehingga mendatangkan keuntungan

bagi perusahaan. Meskipun diperlukan biaya serta waktu untuk pendekatan, namun CRM sangat

memberikan dampak positif bagi perusahaan.

Kata kunci: pengelolaan hubungan pelanggan, gas, kualitatif

ABSTRACT

Management of customer relationships is now one of the company's focus. In addition to
strengthening the network, customer relationship management is believed to have a real positive
impact on the company. The purpose of this research is to explain all activities at PT. BBG relates
to customer relationship management (CRM) as well as the impact of activities that have been
done. The research method is qualitative descriptive. Data collection is done through observation,
documentation collection and in-depth interviews with related parties, as well as desktop-research
of various literatures related to CRM. Based on the research that has been done, obtained the
result that a series of activities related to CRM conducted by PT. BBG. Based on frequency, these
activities are classified into routine and non-routine (incidental) activities. Based on its nature,
customer relationship management activities are divided into several activities, namely
entertainment, education, and sports. The CRM activity is performed by the PIC (person in
charge) designated by the company. The impact of CRM activity on PT. BBG includes contract
renewal, gas volume capacity addition, and brand associate. Based on this, it can be deduced if
CRM activity is needed to optimize sales so as to bring benefits to the company. Although cost and
time is required for the approach, CRM has a positive impact on the company.
.
keywords: customer relationship management, gas, qualitative


