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PERAN CUSTOMER RELATIONSHIP MANAGEMENT

DI PT GLOBAL LOYALTY INDONESIA

Laura

ABSTRAK

Pemilihan tempat magang didasarkan pada Industri Ritel yang kini telah merambah
ke dunia digital, memberikan kemudahan akses pemasaran produk hingga ke
berbagai wilayah, mulai dari daerah urban dan sub urban sehingga memberikan
kemudahan bagi masyarakat di era digitalisasi. Tujuan dari kegiatan magang adalah
untuk mempelajari dan mengimplementasikan strategi untuk memastikan
pelanggan loyal dengan menghadirkan program program menarik di setiap
bulannya. Serta, mengimplementasikan kemampuan dan pengetahuan mengenai
customer relationship management di PT Global Loyalty Indonesia. Perusahaan
tempat magang adalah PT Global Loyalty Indonesia, salah satu perusahaan ritel
berbasis digital terbesar di Indonesia dan merupakan sister brand PT Sumber
Alfaria Trijaya Tbk. Posisi magang yang dipilih adalah Customer Relationship
Management dalam divisi Consumer Marketing. Customer Relationship
Management bertanggung jawab dalam menjaga hubungan jangka panjang dan
meningkatkan loyalitas pelanggan. Laporan magang menggunakan beberapa
konsep, yaitu konsep perusahaan ritel, konsep copywriting, konsep content idea,
konsep desain brief, konsep communication medium, konsep audio ads. Kendala
utama proses kerja magang adalah pada pembagian jobdesk yang kurang sesuai
dengan Surat Lowongan Kerja. Setelah menjalani proses magang selama enam ratus
empat puluh jam, disimpulkan bahwa dalam meningkatkan loyalitas pelanggan
perlu memperhatikan banyak faktor dan menyesuaikan program dengan needs dan
problems pelanggan.

Kata kunci: Customer Relationship Management, Ritel, Digital
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THE ROLE OF CUSTOMER RELATIONSHIP MANAGEMENT
AT PT GLOBAL LOYALTY INDONESIA

Laura

ABSTRACT

The selection of the internship location is based on the Retail Industry, which has
now ventured into the digital world, providing easy access to product marketing
across various regions, from urban to suburban areas, thus offering convenience to
the community in the era of digitalization. The purpose of the internship is to learn
and implement strategies to ensure customer loyalty by presenting attractive
programs every month. Additionally, implementing skills and knowledge regarding
customer relationship management at PT Global Loyalty Indonesia. The internship
company is PT Global Loyalty Indonesia, one of the largest digital-based retail
companies in Indonesia and a sister brand of PT Sumber Alfaria Trijaya Tbk. The
chosen internship position is Customer Relationship Management in the Consumer
Marketing division. Customer Relationship Management is responsible for
maintaining long-term relationships and enhancing customer loyalty. The
internship report uses several concepts, namely the retail company concept,
copywriting concept, content idea concept, design brief concept, communication
medium concept, and audio ads concept. The main obstacle in the internship
process is the job description allocation, which does not align with the Job Vacancy
Letter. After undergoing an internship process for six hundred forty hours, it was
concluded that in order to enhance customer loyalty, many factors need to be
considered and the program must be adjusted to the needs and problems of the
customers.

Keywords: Customer Relationship Management, Retail, Digital
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