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AKTIVITAS PELAYANAN PELANGGAN DAN DIRECT 

SELLING DI PT DAKOTA BUANA SEMESTA 

 
Monica Priscilia Purnama Sari 

 

ABSTRAK 

 
Dalam beberapa tahun terakhir, persaingan bisnis di sektor industri logistik 

mengalami peningkatan yang cukup signifikan. Agar dapat tetap relevan di tengah 

persaingan yang ketat, setiap perusahaan harus memiliki strategi yang dapat 

mempertahankan loyalitas pelanggan dan menarik konsumen baru dengan 

mengutamakan kepuasan pelanggan melalui kualitas layanan yang mereka 

berikan. Salah satu perusahaan penyedia jasa layanan pengiriman barang yang 

mengutamakan hal tersebut dalam praktiknya adalah PT Dakota Buana Semesta. 

Melalui praktik kerja magang ini penulis berkesempatan untuk ikut terlibat dalam 

aktivitas pelayanan pelanggan dan promosi di divisi Sales & Marketing dengan 

menggunakan strategi pelayanan pelanggan melalui CRM dan penggunaan direct 

marketing (direct selling) dalam aktivitas promosinya. Selama menjalani kerja 

magang penulis mendapat beberapa kendala dalam berkomunikasi dengan 

customer tunai, customer potensial yang sulit dihubungi, customer kredit yang 

telat dalam pembayaran, serta kendala dalam pembuatan resi. Namun kendala 

tersebut dapat diatasi dengan menggunakan kemampuan komunikasi yang baik, 

kemampuan pemecahan masalah dan pengambilan keputusan, serta bantuan dari 

mentor di lapangan. Melalui kerja magang ini penulis menyadari bahwa aktivitas 

sebagai seorang marketer bukanlah hal yang mudah karena memiliki peranan 

yang sangat penting dalam menjaga kualitas pelayanan agar pelanggan dapat 

merasa puas. 

 

Kata kunci: Direct Selling, Kepuasan, Kualitas, Loyalitas, Pelayanan Pelanggan 
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CUSTOMER SERVICE AND DIRECT SELLING ACTIVITIES AT 

PT DAKOTA BUANA SEMESTA 
 

Monica Priscilia Purnama Sari 

 

 
ABSTRACT 

 

In recent years, business competition in the logistics industry sector has increased 

significantly. In order to remain relevant in the midst of intense competition, every 

company must have a strategy that can maintain customer loyalty and attract new 

consumers by prioritizing customer satisfaction through the quality of service they 

provide. One of the companies providing goods delivery services that prioritizes 

this in practice is PT Dakota Buana Semesta. Through this internship, the author 

has the opportunity to be involved in customer service and promotional activities 

in the Sales & Marketing division by using customer service strategies through 

CRM and the use of direct marketing (direct selling) in its promotional activities. 

During the internship, the author encountered several obstacles in communicating 

with cash customers, potential customers who were difficult to contact, credit 

customers who were late in making payments, and obstacles in making receipts. 

However, these obstacles can be overcome by using good communication skills, 

problem-solving and decision-making skills, and assistance from mentors in the 

field. Through this internship, the author realizes that the activity as a marketer is 

not an easy thing because it has a very important role in maintaining the quality 

of service so that customers can be satisfied. 

 
Keywords: Direct selling, Satisfaction, Quality, Loyalties, Customer Service 
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