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AKTIVITAS CONSUMER RELATIONSHIP MANAGEMENT DI PT 
GLOBAL LOYALTY INDONESIA (ALFAGIFT) 

Angela Gabriele Santosa  

ABSTRAK 

Perkembangan teknologi digital mendorong industri ritel untuk menerapkan 
strategi yang berorientasi pada pelanggan guna mempertahankan daya saing di 
tengah perubahan perilaku konsumen. Customer Relationship Management 
(CRM) menjadi pendekatan strategis yang berperan penting dalam membangun 
dan menjaga hubungan jangka panjang dengan pelanggan. PT Global Loyalty 
Indonesia (GLI) sebagai pengelola platform Alfagift menerapkan CRM berbasis 
data dan teknologi digital untuk meningkatkan kualitas layanan serta loyalitas 
pelanggan Alfamart. Laporan tugas akhir ini bertujuan untuk mendeskripsikan 
aktivitas Customer Relationship Management yang diterapkan di PT Global 
Loyalty Indonesia berdasarkan pelaksanaan kerja magang. Metode yang 
digunakan meliputi observasi partisipatif, wawancara dengan pihak internal 
perusahaan, studi dokumen, dan studi pustaka. Aktivitas CRM yang dibahas 
mencakup pengelolaan data pelanggan, pelaksanaan program loyalitas seperti 
A-Poin, penyusunan komunikasi promosi, serta pemanfaatan media digital dalam 
menyampaikan pesan yang relevan dan personal kepada pelanggan. Hasil 
pembahasan menunjukkan bahwa penerapan CRM di Alfagift tidak hanya 
berfungsi sebagai sistem pengelolaan data, tetapi juga sebagai strategi komunikasi 
dan pemasaran yang terintegrasi. Penerapan CRM secara konsisten mampu 
meningkatkan kualitas pengalaman pelanggan, memperkuat hubungan perusahaan 
dengan konsumen, serta mendukung terciptanya loyalitas pelanggan secara 
berkelanjutan. 

Kata kunci : customer relationship management, CRM, Alfagift, ritel digital. 
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CONSUMER RELATIONSHIP MANAGEMENT ACTIVITIES AT PT 
GLOBAL LOYALTY INDONESIA (ALFAGIFT) 

Angela Gabriele Santosa  

ABSTRACT 

The development of digital technology has encouraged the retail industry to 
implement customer-oriented strategies in order to maintain competitiveness amid 
changes in consumer behavior. Customer Relationship Management (CRM) has 
become a strategic approach that plays an important role in building and 
maintaining long-term relationships with customers. PT Global Loyalty Indonesia 
(GLI), as the manager of the Alfagift platform, implements data-driven and 
digital-based CRM to improve service quality and enhance customer loyalty 
toward Alfamart. This final project aims to describe the Customer Relationship 
Management activities implemented at PT Global Loyalty Indonesia based on 
internship experience. The methods used include participatory observation, 
interviews with internal company stakeholders, document studies, and literature 
review. The CRM activities discussed include customer data management, the 
implementation of loyalty programs such as A-Poin, the development of 
promotional communication, and the utilization of digital media to deliver 
relevant and personalized messages to customers. The results indicate that CRM 
implementation at Alfagift functions not only as a customer data management 
system, but also as an integrated communication and marketing strategy. 
Consistent CRM implementation is able to enhance customer experience quality, 
strengthen company–customer relationships, and support the creation of 
sustainable customer loyalty. 

Keywords : customer relationship management, CRM, Alfagift, digital retail. 
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