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Aktivitas Admin Underwriting di PT Asuransi Wahana Tata 

dalam Mendukung Kegiatan CRM 
(Naufal Adhitya Nugroho) 

 
 

 
ABSTRAK 

 
 

Laporan ini membahas peran Admin Underwriting dalam mendukung 
implementasi strategi Customer Relationship Management (CRM) di Divisi Broker 
& Special Risk PT Asuransi Wahana Tata (Aswata). Program magang ini 
berlangsung selama lima bulan dan memberikan pengalaman langsung dalam 
proses administrasi polis asuransi, mulai dari pengarsipan data hingga distribusi 
polis ke broker mitra. Selain menjalankan tugas administratif, penulis juga 
mengamati bagaimana strategi CRM dijalankan oleh divisi melalui pendekatan 
IDIC (Identify, Differentiate, Interact, Customize). Hasil observasi menunjukkan 
bahwa implementasi CRM di Aswata tidak hanya berbasis sistem digital, tetapi juga 
menekankan pendekatan personal melalui klasifikasi broker, komunikasi rutin, dan 
inovasi relasi emosional. Kendala yang dihadapi selama magang meliputi 
keterbatasan pemahaman awal terhadap istilah teknis asuransi, akses sistem yang 
terbatas, serta penyesuaian terhadap ritme kerja yang cepat. Untuk mengatasi hal 
tersebut, penulis melakukan pembelajaran mandiri, komunikasi aktif dengan staf, 
serta fokus pada tugas administratif utama. Magang ini memberikan kontribusi 
signifikan terhadap pemahaman praktis penulis mengenai proses underwriting dan 
pengelolaan relasi pelanggan di industri asuransi. 

Kata kunci: customer relationship management, underwriting, administrasi polis, 

broker, asuransi umum 
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The Role of Underwriting Administration Activities in Supporting 

CRM at PT Asuransi Wahana Tata 
(Naufal Adhitya Nugroho) 

 
 

 
ABSTRACT (English) 

 

 
This report explores the role of an Underwriting Administrator in supporting the 
implementation of Customer Relationship Management (CRM) strategies at the 
Broker & Special Risk Division of PT Asuransi Wahana Tata (Aswata). The 
internship program lasted five months and provided hands-on experience in 
insurance policy administration, including data filling and policy distribution to 
broker partners. In addition to administrative tasks, the author observed the CRM 
strategy implementation using the IDIC approach (Identify, Differentiate, Interact, 
Customize). Observations revealed that CRM at Aswata is not only supported by 
digital systems but also emphasizes relational approaches through broker 
classification, regular communication, and emotional engagement initiatives. 
Challenges during the internship included limited initial understanding of technical 
insurance terms, restricted system access, and adapting to the fast-paced work 
environment. These were addressed through self-study, active communication with 
staff, and a focus on core administrative responsibilities. This internship 
significantly enhanced the author’s practical understanding of underwriting 
processes and customer relationship management in the general insurance 
industry. 

Keywords: customer relationship management, underwriting, policy 
administration, brokers, general insurance 
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