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STRATEGI CUSTOMER RELATIONSHIP MANAGEMENT 
DHL SUPPLY CHAIN INDONESIA DALAM MENCIPTAKAN 

BRAND LOYALTY 

 
Bianda Ajriyani 

 
ABSTRAK 

 

Meningkatnya kebutuhan dan permintaan masyarakat menyebabkan banyak 
perusahaan logistik berkompetisi. Maka dari itu, setiap perusahaan membutuhkan 
strategi unggul dibandingkan kompetitor, salah satunya dengan customer 
relationship management. DHL Supply Chain Indonesia, yang merupakan 
perusahaan B2B logistik, menerapkan customer relationship management (CRM) 
untuk mempertahankan keberadaan, menciptakan brand loyalty, dan bertahan 
dalam persaingan. Penelitian  ini  merupakan  penelitian kualitatif dengan metode 
penelitian studi kasus dan menggunakan  teknik  penjodohan  pola  untuk  analisis 
datanya. Konsep utama yang digunakan termasuk B2B marketing, CRM, CRM 
model IDIC, CXM, dan brand loyalty. Penelitian ini menunjukkan bahwa 
pendekatan personal, seperti mengadakan acara dengan pelanggan, adalah cara 
CRM yang efektif untuk perusahaan B2B logistik. Survei digunakan untuk 
mendapatkan umpan balik, dan perusahaan membagi pelanggan berdasarkan sektor 
serta menyesuaikan kebutuhan pelanggan yang mendukung kegiatan ramah 
lingkungan dengan kendaraan listrik. Keberhasilan CRM ini terlihat dari 
perpanjangan kontrak pelanggan dan menciptakan brand loyalty perusahaan B2B 
logistik 
 

Kata kunci: Customer Relationship Management, Brand Loyalty, DHL Supply 
Chain Indonesia, Business Market Customers, CRM Model IDIC 
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DHL SUPPLY CHAIN INDONESIA CUSTOMER 
RELATIONSHIP MANAGEMENT STRATEGY IN CREATING 

BRAND LOYALTY 
 

 Bianda Ajriyani 
 

ABSTRACT 
 

The increasing needs and demands of society have caused many logistics 
companies to compete. Therefore, every company needs a superior strategy 
compared to competitors, one of which is customer relationship management. DHL 
Supply Chain Indonesia, which is a B2B logistics company, implements customer 
relationship management (CRM) to maintain its presence, create brand loyalty and 
survive the competition. This research is qualitative research with a case study 
research method and uses pattern-matching techniques for data analysis. The 
concepts used include B2B marketing, CRM, CRM model IDIC, CXM, and brand 
loyalty. This research shows that a personalized approach, such as hosting events 
with customers, is an effective way of CRM for B2B logistics companies. Surveys 
are used to gather feedback, and the company divides customers by sector and 
adjusts customer needs to support eco-friendly activities with electric vehicles. The 
success of this CRM can be seen from the extension of customer contracts and the 
creation of brand loyalty for B2B logistics companies. 
 

Keywords: Customer Relationship Management, Brand Loyalty, DHL Supply 

Chain Indonesia, Business Market Customers, CRM Model IDIC 
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