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AKTIVITAS DEPARTEMEN CUSTOMER RELATIONSHIP

MANAGEMENT DI BNI SEKURITAS

Vanessa

ABSTRAK

Adanya fenomena relationship marketing yang menjadi kunci dalam
menghasilkan loyalitas pelanggan melalui keterjalinan yang potensial telah
mendorong banyak entitas bisnis untuk mengadopsi aktivitas Customer
Relationship Management (CRM), tidak terkecuali perusahaan yang
menekankan layanan. Perusahaan penyedia layanan membutuhkan loyalitas
pelanggan dan strategi yang adaptif serta inovatif melalui peningkatan
pelayanan, tidak terkecuali entitas pasar modal (sekuritas). Strategi CRM
yang mutakhir dibutuhkan bagi perusahaan sekuritas, tidak terkecuali BNI
Sekuritas untuk bisa bersaing di tengah tren investasi pasar modal yang
sedang berkembang. Tujuan dilaksanakannya proses kerja magang ini adalah
untuk memahami aktivitas CRM, mengasah keterampilan, serta
mengimplementasikan konsep dan teori CRM yang telah dipelajari ke dalam
dunia kerja. Konsep framework CRM, yaitu IDIC (Identify, Differentiate,
Interact, Customize) digunakan dalam laporan ini sebagai landasan dari
uraian kerja magang. Terdapat beberapa kendala selama dilakukannya proses
magang, seperti manajemen waktu serta keterbatasan pemahaman dalam
industri sekuritas. Setelah menyelesaikan proses magang yang berlangsung
selama 3.5 bulan, dapat disimpulkan bahwa terdapat relevansi mengenai
konsep CRM yang diajarkan dengan praktik nyata di dunia kerja, walaupun
belum sepenuhnya memenuhi konsep dan teori yang dipelajari.

Kata kunci: Relationship Marketing, Customer Relationship Management,
industri sekuritas, BNI Sekuritas
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ACTIVITIES OF THE CUSTOMER RELATIONSHIP
MANAGEMENT DEPARTMENT AT BNI SEKURITAS

Vanessa

ABSTRACT

The phenomenon of relationship marketing, which is the key to generating
customer loyalty through potential engagement, has encouraged many
business entities to adopt Customer Relationship Management (CRM)
activities, including companies that emphasize services. Service provider
companies need customer loyalty, adaptive, and innovative strategies
through service improvement, including securities companies. A
sophisticated CRM strategy is needed for securities companies, including
BNI Sekuritas, to compete in the midst of the growing capital market
investment trend. This internship's goal is to comprehend CRM activities,
enhance skills, and implement CRM concepts and theories that have been
learned into the world of work. In this report, the internship work description
is outlined using the CRM framework idea, namely IDIC (Identify,
Differentiate, Interact, Customize). There were several challenges during the
internship process, such as time management and limited understanding of
the securities industry. After completing the internship process which lasted
for 3.5 months, it can be concluded that there is relevance regarding the CRM
concepts with real-world practices, although it has not fully fulfilled the
concepts and theories learned.

Keywords: Relationship Marketing, Customer Relationship Management,
securities industry, BNI Sekuritas
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