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Peran Customer Relationship Management di PT Astra UD
Trucks

(Amanda Candrasaputra)

ABSTRAK

Industri otomotif niaga di Indonesia tengah mengalami transformasi digital,
di mana strategi pemasaran berbasis data dan Customer Relationship
Management (CRM) menjadi aspek krusial untuk mempertahankan loyalitas
pelanggan dan memperluas pasar. Penulis menjalani program magang
sebagai CRM Intern di PT Astra International Tbk — UD Trucks Sales
Operation selama periode Januari hingga Juni 2025. Penempatan ini bertujuan
untuk memahami penerapan strategi CRM dan digital marketing dalam
praktik industri otomotif. Selama magang, penulis bertanggung jawab atas
pengelolaan /eads harian, pelaksanaan kampanye digital, serta pengumpulan
data survei kepuasan pelanggan (Customer Satisfaction Index). Beberapa
kendala yang dihadapi meliputi keterbatasan segmentasi data leads dan
rendahnya tingkat partisipasi dalam survei. Solusi dilakukan dengan
pendekatan follow-up yang lebih personal dan pemberian insentif dalam
bentuk merchandise. Selain itu, evaluasi efektivitas kampanye digital
dilakukan menggunakan AMEC Integrated Evaluation Framework sebagai
pengganti PR Value, untuk memberikan analisis yang lebih objektif dan
menyeluruh. Melalui kegiatan ini, penulis memperoleh wawasan praktis,
mengasah keterampilan profesional, serta memberikan masukan strategis
dalam pengelolaan hubungan pelanggan di Astra UD Trucks.

Kata kunci: Astra UD Trucks, Customer Relationship Management, Digital
Campaign, Digital Marketing, Evaluasi Komunikasi
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The Role of Customer Relationship Management at PT Astra UD

Trucks

(Amanda Candrasaputra)

ABSTRACT (English)

Indonesia’s commercial vehicle industry is undergoing a digital
transformation, where data-driven marketing and Customer Relationship
Management (CRM) play essential roles in maintaining customer loyalty and
expanding market reach. The author completed an internship as a CRM
Intern at PT Astra International Tbk — UD Trucks Sales Operation from
February to June 2025. This internship aimed to explore the implementation
of CRM and digital marketing strategies within the automotive sector. During
the internship, the author was responsible for daily lead management, digital
campaign execution, and customer satisfaction survey (Customer Satisfaction
Index) coordination. Challenges encountered included limited lead
segmentation data and low respondent participation in surveys. These were
addressed by implementing a more personal follow-up approach and offering
merchandise incentives. Furthermore, the effectiveness of digital campaigns
was evaluated using the AMEC Integrated Evaluation Framework, replacing
the outdated PR Value metric, to allow for more objective and comprehensive
measurement. This experience equipped the author with hands-on insights,
professional skills development, and strategic contributions to customer
relationship efforts at Astra UD Trucks.

Keywords: Astra UD Trucks, Customer Relationship Management, Digital
Campaign, Digital Marketing, Marketing Evaluation
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