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PERAN CUSTOMER RELATIONSHIP OFFICER DI PT 

SUMBER GUNUNG MAJU 

(Vera Angelia) 

 

ABSTRAK 

 

 

Laporan berjudul “Peran Customer Relationship Officer di PT Sumber Gunung 

Maju” ini disusun sebagai bagian dari kegiatan Industrial Research (Internship) di 

PT Sumber Gunung Maju, perusahaan yang bergerak di bidang konstruksi dan 

penyediaan material alam. Magang ini bertujuan untuk memahami penerapan 

strategi pemasaran, proses penjualan, serta manajemen hubungan pelanggan dalam 

menghadapi persaingan industri konstruksi. Selama pelaksanaan magang, penulis 

ditempatkan pada Divisi Customer Relationship Officer (CRO) dengan tugas 

membantu kegiatan promosi, pelayanan pelanggan, serta dokumentasi proyek. 

Metode yang digunakan adalah deskriptif kualitatif melalui observasi langsung, 

wawancara informal dengan karyawan, dan keterlibatan dalam kegiatan operasional 

perusahaan. Hasil magang menunjukkan bahwa keberhasilan pemasaran sangat 

dipengaruhi oleh integrasi fungsi Customer Relationship Management (CRO), 

terutama dalam membangun kepercayaan serta loyalitas klien. Selain itu, pelayanan 

prima menjadi faktor penting untuk mempertahankan hubungan jangka panjang 

dengan pelanggan. Namun, ditemukan pula kebutuhan untuk memperkuat 

administrasi marketing serta pembagian peran kerja yang lebih efisien agar 

produktivitas divisi meningkat. Secara keseluruhan, kegiatan magang memberikan 

wawasan praktis tentang penerapan teori komunikasi bisnis, strategi pemasaran, 

dan manajemen pelanggan dalam konteks industri konstruksi di Indonesia, 

sekaligus meningkatkan kemampuan analisis dan profesionalisme kerja mahasiswa. 

Kata kunci: Sales, Marketing, Strategi Pemasaran, Customer Relationship Officer 
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THE ROLE OF CUSTOMER RELATIONSHIP OFFICER AT 

PT SUMBER GUNUNG MAJU 

(Vera Angelia) 
 

 

ABSTRACT 

 

This report entitled “The Role of Customer Relationship Officer at PT Sumber 

Gunung Maju” was prepared as part of an Industrial Research (Internship) 

program at PT Sumber Gunung Maju, a company engaged in construction and the 

supply of natural materials. The internship aimed to understand the implementation 

of marketing strategies, sales processes, and customer relationship management in 

facing competition within the construction industry. During the internship period, 

the writer was assigned to the Customer Relationship Officer (CRO) Division, with 

responsibilities including assisting promotional activities, customer service, and 

project documentation. The method used in this report was a qualitative descriptive 

approach through direct observation, informal interviews with employees, and 

active participation in the company’s operational activities. The internship results 

show that marketing success is strongly influenced by the integration of Customer 

Relationship Officer (CRO) functions, particularly in building trust and 

strengthening client loyalty. In addition, service excellence plays an important role 

in maintaining long-term relationships with customers. However, there is also a 

need to improve marketing administration and create a more efficient division of 

work roles to increase overall productivity. Overall, this internship provided 

practical insights into the application of business communication theory, marketing 

strategies, and customer management in the context of the Indonesian construction 

industry, while also enhancing the student’s analytical skills and professional work 

attitude. 

 

Keywords: Sales, Marketing, Marketing Strategy, Customer Relationship Officer 
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