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PENGARUH CUSTOMER RELATIONSHIP MANAGEMENT
TERHADAP KEPUASAN PELANGGAN
DHL GLOBAL FORWARDING

Audy Himawan Pradana

ABSTRAK

Dalam mempertahankan dan meningkatkan jumlah pelanggan di tengah
persaingan bisnis jasa logistik yang ketat penting bagi perusahaan untuk
senantiasa menjaga kepuasan pelanggan agar tidak berpindah pada kompetitor.
Perusahaan melaksanakan strategi Public Relations vyaitu dengan menjaga
hubungan baik dengan pelanggan melalui Customer Relationship Management.
Adapun Customer Relationship Management dalam hal ini direpresentasikan oleh
teknologi, kustomisasi, sales, informasi. Metode yang digunakan adalah penelitian
kuantitatif dengan populasi penelitian berjumlah 250 orang yang kemudian
diambil 71 orang responden sebagai sampel penelitian. Teknik pengumpulan
data dalam penelitian ini melalui angket dan dokumentasi sedangkan analisis data
menggunakan uji regresi linear sederhana. Hasil penelitian menunjukkan hal
yang paling menonjol di dalam Customer Relationship Management adalah
kustomisasi pelayanan dan informasi sedangkan komponen terlemah dari hasil
penelitian ini adalah teknologi yang berkaitan dengan fasilitas tracking barang.

Kata kunci: Consumer Relations, Customer Relationship Management, Kepuasan
Pelanggan, Forwarding.
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THE EFFECT OF CUSTOMER RELATIONSHIP
MANAGEMENT

TO CUSTOMER SATISFACTION
DHL GLOBAL FORWARDING

Audy Himawan Pradana

ABSTRACT

To maintain and increase customer in terms of forwarder business industry
competition, company should need maintain customer satisfaction in order to
keeping customer do not move to competitor. Company should apply Public
Relations strategy in terms of build and maintain relation with their customer in
Customer Relationship Management. The Customer Relationship Management
has been represented by technology, customizing, sales, and information. The
Methode used is quantitative research within 250 population number were taken
71 as the sample. Data Collection techniques in this research through
questionnaires and documentation, while data analysis using simple liniear
regression test.. The result of this research shows the strongest Customer
Relationship Management dimension are customizing service and information.
Nevertheless the weakness result in this research is technology, refer to tracking
facilities.

Key Word: Consumer Relations, Customer Relationship Management, Customer
Satisfaction, Forwarding.
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