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ABSTRAK

Analisis Efektifitas Penerapan Customer Relationship Management
(CRM) dalam Meningkatkan Loyalitas Pelanggan pada PT. Buana Samudera
Wasesa; Adi Chumaidi; 3123054; 104 halaman; Program Studi Administrasi
Bisnis; Fakultas Bisnis, Bahasa dan Pendidikan; Universitas Pesantren Tinggi
Darul Ulum Jombang.

Penelitian ini bertujuan untuk menganalisis efektivitas penerapan Customer
Relationship Management (CRM) dalam meningkatkan loyalitas pelanggan
korporat pada PT. Buana Samudera Wasesa (BSW), sebuah perusahaan logistik
internasional berbasis di Surabaya. Pendekatan yang digunakan adalah kualitatif
deskriptif dengan teknik pengumpulan data berupa wawancara mendalam,
observasi, dan dokumentasi. Fokus penelitian diarahkan pada tiga indikator utama
CRM, vyaitu teknologi, proses, dan sumber daya manusia (SDM), serta bagaimana
ketiganya berkontribusi terhadap pembentukan dan penguatan loyalitas pelanggan
yang ditandai dengan pembelian ulang, peningkatan volume transaksi, frekuensi
penggunaan layanan, rekomendasi kepada pihak lain, dan ketahanan terhadap
kompetitor.

Hasil penelitian menunjukkan bahwa penerapan CRM di PT. BSW telah
dilakukan secara sistemik dan kolaboratif antar divisi, dengan dukungan teknologi
informasi yang memungkinkan interaksi dua arah secara real-time dengan
pelanggan. Proses CRM tidak hanya administratif, tetapi juga operasional dan
strategis. SDM perusahaan juga berperan krusial sebagai representasi nilai-nilai
perusahaan dalam membangun kepercayaan pelanggan. Strategi CRM yang
diterapkan terbukti mampu meningkatkan loyalitas pelanggan melalui layanan yang
proaktif, personal, dan responsif.

Penelitian ini menyimpulkan bahwa keberhasilan implementasi CRM di PT.
Buana Samudera Wasesa sangat dipengaruhi oleh integrasi teknologi, proses kerja
yang terstruktur, serta kualitas SDM yang berorientasi pada pelayanan. Temuan ini
memberikan kontribusi teoritis terhadap kajian CRM di sektor logistik serta
rekomendasi praktis bagi perusahaan dalam membangun hubungan jangka panjang
dengan pelanggan di era kompetisi bisnis yang semakin dinamis.

Kata Kunci: Customer Relationship Management (CRM), Loyalitas
Pelanggan, Logistik, Teknologi, Proses, SDM.
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ABSTRACT

An Analysis of the Effectiveness of Customer Relationship Management
(CRM) Implementation in Increasing Customer Loyalty at PT. Buana Samudera
Wasesa; Adi Chumaidi; 3123054; 104 pages; Business Administration, Faculty of
Business, Language, and Education; Universitas Pesantren Tinggi Darul Ulum,
Jombang

This study aims to analyze the effectiveness of Customer Relationship
Management (CRM) implementation in increasing corporate customer loyalty at
PT. Buana Samudera Wasesa (BSW), an international logistics company based in
Surabaya. A descriptive qualitative approach was employed, using in-depth
interviews, observations, and documentation as data collection techniques. The
research focuses on three main CRM indicators—technology, process, and human
resources (HR)—and how these elements contribute to the formation and
reinforcement of customer loyalty, as reflected by repeat purchases, increased
transaction volume, frequency of service usage, referrals to others, and resistance
to competitors.

The findings show that CRM at PT. BSW has been implemented in a
systematic and collaborative manner across divisions, supported by information
technology that enables real-time, two-way interactions with customers. The CRM
process is not only administrative but also operational and strategic. The company’s
human resources play a crucial role as representatives of the company’s values in
building customer trust. The CRM strategies implemented have proven effective in
increasing customer loyalty through proactive, personalized, and responsive
services.

This research concludes that the success of CRM implementation at PT.
Buana Samudera Wasesa is highly influenced by the integration of technology,
structured workflows, and service-oriented human resources. The findings offer
theoretical contributions to CRM studies in the logistics sector and practical
recommendations for companies seeking to build long-term customer relationships
in an increasingly competitive business landscape.

Keywords: Customer Relationship Management (CRM), Customer Loyalty,
Logistics, Technology, Process, Human Resources.
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