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PERAN CUSTOMER RELATIONSHIP MANAGEMENT 

OFFLINE AND ONLINE SERVICE PADA PT FEDERAL 

INTERNATIONAL FINANCE 

 (Elaine Dionisia) 

ABSTRAK 
 

Perusahaan pembiayaan memainkan peran yang sangat penting dalam 
perekonomian dengan menyediakan sumber pembiayaan alternatif yang 
diperlukan oleh masyarakat untuk memenuhi kebutuhan modal dan 
melakukan pembelian barang. Dalam laporan ini, akan dibahas secara rinci 
mengenai pengalaman kerja praktik magang yang dilakukan selama 800 jam 
kerja oleh penulis sebagai mahasiswa intern di FIFGROUP, khususnya di 
deparment Customer Relationship Management Offline & Online Service, 
dengan penempatan pada tim Microsite & Case Management. Selama 
pelaksanaan kerja praktik magang, penulis melakukan pekerjaan antara lain 
melakukan collecting dokumen complaint, melakukan pengecekan dokumen 
complaint, membuat Berita Acara Pertemuan, dan melengkapi dokumen 
complaint yang memiliki defect. Penulis juga menghadapi beberapa kendala, 
di antaranya adalah kesulitan dalam pengumpulan dokumen complaint yang 
kurang lengkap yang harus terkumpul dalam rangka memenuhi persyaratan 
tugas magang. Melalui laporan ini, diharapkan pembaca dapat memperoleh 
pemahaman yang lebih mendalam mengenai pengalaman kerja praktik 
magang di FIFGROUP, serta pemahaman yang lebih luas mengenai peran 
dan tantangan yang dihadapi oleh mahasiswa dalam dunia kerja. Selain itu, 
laporan ini juga bertujuan untuk memberikan saran dan rekomendasi yang 
konstruktif guna meningkatkan efektivitas dan kualitas pelaksanaan kerja 
praktik magang di masa yang akan datang. 
 
 
 
Kata kunci: Customer Relationship Management Offline & Online Service, 
Microsite & Case Management, FIFGROUP, Complaint 

 

 

 



 
 

viii 
Peran Customer Relationship Management Offline and Online Service Pada PT Federal 

International Finance, Elaine Dionisia, Universitas Multimedia Nusantara 
 

THE ROLE OF OFFLINE AND ONLINE SERVICE 

CUSTOMER RELATIONSHIP MANAGEMENT AT PT 

FEDERAL INTERNATIONAL FINANCE 

(Elaine Dionisia) 

 

ABSTRACT (English) 
 

Finance companies play a very important role in the economy by providing 
alternative financing sources needed by the public to meet their capital needs 
and make purchases of goods. In this report, we will discuss in detail the 
internship experience that was carried out for 800 working hours by the 
author as an intern student at FIFGROUP, especially in the Department of 
Customer Relationship Management Offline & Online Service, with 
placement on the Microsite & Case Management team. During the 
implementation of the apprenticeship work, the author carried out work 
including collecting complaint documents, checking complaint documents, 
making Minutes of Meetings, and completing complaint documents that had 
defects. The author also faces several obstacles, including difficulties in 
compiling incomplete complaint documents that must be collected in order to 
fulfill the requirements of the internship assignment. Through this report, it 
is hoped that readers will gain a deeper understanding of the internship 
experience at FIFGROUP, as well as a broader understanding of the roles 
and challenges faced by students in the world of work. In addition, this report 
also aims to provide constructive suggestions and recommendations to 
improve the effectiveness and quality of the implementation of internships in 
the future. 
 
Keywords: Customer Relationship Management Offline & Online Service, 
Microsite & Case Management, FIFGROUP, Complaint 

 

 



 
 

ix 
Peran Customer Relationship Management Offline and Online Service Pada PT Federal 

International Finance, Elaine Dionisia, Universitas Multimedia Nusantara 
 

DAFTAR ISI 

 

HALAMAN PERNYATAAN TIDAK PLAGIAT .............................................. i 

HALAMAN PERSETUJUAN ............................................................................. ii 

HALAMAN PENGESAHAN .............................................................................. iii 

HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH UNTUK 
KEPENTINGAN AKADEMIS ........................................................................... iv 

KATA PENGANTAR ........................................................................................... v 

ABSTRAK ........................................................................................................... vii 

ABSTRACT (English) ....................................................................................... viii 

DAFTAR ISI ......................................................................................................... ix 

DAFTAR GAMBAR ............................................................................................ xi 

DAFTAR LAMPIRAN ...................................................................................... xiii 

BAB I  PENDAHULUAN ..................................................................................... 1 

1.1. Latar Belakang ...................................................................................... 1 

1.2. Maksud dan Tujuan Kerja Magang .................................................... 8 
1.2.1 Maksud Kerja Magang ........................................................................ 8 
1.2.2 Tujuan Kerja Magang ......................................................................... 9 

Waktu dan Prosedur Pelaksanaan Kerja Magang ...................................... 10 
1.3.1 Waktu Pelaksanaan Kerja Magang ................................................. 10 
1.3.2 Prosedur Pelaksanaan Kerja Magang ............................................. 10 

BAB II  GAMBARAN UMUM PERUSAHAAN ............................................. 12 

2.1 Sejarah Singkat Perusahaan .............................................................. 12 
2.1.1 Visi Misi ........................................................................................... 15 

2.2 Struktur Organisasi Perusahaan ....................................................... 17 

BAB III PELAKSANAAN KERJA MAGANG ............................................... 19 

3.1 Kedudukan dan Koordinasi ............................................................... 19 

3.2 Tugas dan Uraian Kerja Magang ...................................................... 24 
3.2.1 Tugas yang Dilakukan ....................................................................... 24 
3.2.2 Uraian Kerja Magang ........................................................................ 26 

3.3 Kendala yang Ditemukan ................................................................... 48 

3.4 Solusi atas Kendala yang Ditemukan ................................................ 51 



 
 

x 
Peran Customer Relationship Management Offline and Online Service Pada PT Federal 

International Finance, Elaine Dionisia, Universitas Multimedia Nusantara 
 

BAB IV  SIMPULAN DAN SARAN ................................................................. 54 

4.1 Simpulan .............................................................................................. 54 

4.2 Saran .................................................................................................... 55 

DAFTAR PUSTAKA .......................................................................................... 58 

LAMPIRAN ......................................................................................................... 60 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

xi 
Peran Customer Relationship Management Offline and Online Service Pada PT Federal 

International Finance, Elaine Dionisia, Universitas Multimedia Nusantara 
 

DAFTAR TABEL 
 

Tabel 3.1 Tugas Utama dan Tugas Tambahan Penulis…………………………. 26 
  



 
 

xii 
Peran Customer Relationship Management Offline and Online Service Pada PT Federal 

International Finance, Elaine Dionisia, Universitas Multimedia Nusantara 
 

DAFTAR GAMBAR 
Gambar 1.1 Penjualan Sepeda Motor Tahun 2022……………………………… 2 
Gambar 1.2 Jumlah Lembaga Pembiayaan di Indonesia………………………... 3 
Gambar 1.3 Logo FIFGROUP ………………………………………………….. 7 
Gambar 2.1 Struktur Organisasi Perusahaan…………………………………….19 
Gambar 3.1 Struktur Kedudukan……………………………………………….. 20 
Gambar 3.2 Tampilan Google Drive Berdasarkan Bulan………………………. 28 
Gambar 3.3 Tampilan Google Drive Berdasarkan Scoring…………………….. 28 
Gambar 3.4 Tampilan Google Drive Berdasarkan Nama Pelapor……………... 29 
Gambar 3.5 Tampilan Google Sheet Kertas Kerja Dokumen………………….. 30 
Gambar 3.6 Tampilan Google Drive Dokumen Penerimaan…………………... 31 
Gambar 3.7 Tampilan Google Drive Dokumen Penanganan…………………... 31 
Gambar 3.8 Tampilan Google Drive Dokumen Penyelesaian…………………. 32 
Gambar 3.9 Pengiriman Dokumen Melalui Group Whatsapp…………………. 33 
Gambar 3.10 Pengiriman Dokumen Melalui Email……………………………. 34 
Gambar 3.11 Berita Acara Pertemuan (BAP)………………………………….. 35 
Gambar 3.12 Tampilan Google Sheet List Kekurangan Dokumen……………. 37 
Gambar 3.13 Tampilan Google Sheet List Dokumen Defect………………….. 39 
Gambar 3.14 Tampilan Excel Data Booking CRE…………………………….. 40 
Gambar 3.15 Tampilan Excel Data Booking RO……………………………… 41 
Gambar 3.16 Tampilan Excel Data Booking New…………………………….. 41 
Gambar 3.17 Tampilan Pembukaan Presentasi Weekly Report……………….. 43 
Gambar 3.18 Tampilan Presentasi Weekly Report Bagian Penanganan & 

Penyelesaian……………………………………………………… 43 
Gambar 3.19 Tampilan Presentasi Weekly Report Detail Dokumen Penanganan & 

Penyelesaian……………………………………………………… 44 
Gambar 3.20 Tampilan CRM System Bagian Input Kategori Complaint……... 46 
Gambar 3.21 Penerimaan Dokumen Dari Follow Up Kepada Cabang………... 47 
Gambar 3.22 Tampilan Excel Script HALOFIF……………………………….. 49 
Gambar 3.23 Tampilan CRM System Bagian LOV Kategori Complaint…….... 50 
 

 

 

 

 
 

 



 
 

xiii 
Peran Customer Relationship Management Offline and Online Service Pada PT Federal 

International Finance, Elaine Dionisia, Universitas Multimedia Nusantara 
 

DAFTAR LAMPIRAN 
Lampiran A Surat Pengantar MBKM (MBKM01)…………………………….64  
Lampiran B Kartu MBKM (MBKM 02)……………………………………….65 
Lampiran C Daily Task MBKM - MBKM 03……………………………….....66 
Lampiran D Lembar Verfikasi Laporan MBKM - MBKM 04………………...113 
Lampiran E Surat Penerimaan MBKM (LoA)………………………………...114 
Lampiran F Form Bimbingan Internship Report………………………………115 
Lampiran G Lampiran Pengecekan Hasil Turnitin……………………………116 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


