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PENTINGNYA CUSTOMER RELATIONSHIP MANAGEMENT 

UNTUK KEPUASAN PELANGGAN PT.TIMAH 

Steven David Josua Bolang 

 

ABSTRAK 

 Pelanggan merupakan elemen dasar dari setiap bisnis. Pelanggan 

merupakan faktor penentu bagi eksistensi suatu perusahaan. Dari pelangganlah 

sumber pendapatan perusahaan berasal. Kepuasan pelanggan merupakan salah satu 

faktor penting yang harus diperhatikan perusahaan karena pelanggan merupakan 

alasan mengapa suatu perusahaan eksis . Seiring berjalannya waktu PT. Timah 

ingin meningkatkan sistem  pelayanannya. PT. Timah sangat memiliki peranan  

penjualan yang sangat besar dalam negri, dan untuk mempertahankan 

pelanggannya PT.Timah perlu memperhatikan strategy perusahaan untuk 

memenuhi kepuasan Pelanggannya. 

 Penelitian Ini mempunyai tujuan untuk menganalisis tahapan Customer 

Relationship management memakai Theory 3R Barnes yaitu Relationship, 

Retention, dan Recovery dalam membangun kepuasan pelanggan. Dalam hubungan 

bisnis dengan pelanggan PT.Timah bersifat B2B. Dari hasil yang didapatkan oleh 

penulis, penulis menyimpulkan bahwa PT.Timah sudah menerapkan tahapan-

tahapan yang disebutkan sehingga Customer merasa puas atas kinerjanya 

 

Kata kunci: CRM, Kepuasan Pelanggan  
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THE IMPORTANT OF CUSTOMER RELATIONSHIP MANAGEMENT FOR CUSTOMER 

SATISFCATION OF PT.TIMAH 

Steven David Josua Bolang 

ABSTRACT 

 Customers are Primary element of every business. Customers are determine 

factor for the existence of a company. From the Customer, the source of the 

company's income comes from. Customer satisfaction is one of the important 

factors that must be considered by the company because the Customer is the reason 

why a company exists. Over time PT. Timah wants to improve its service system. 

PT. Timah has a very large sales role in the country, and to maintain its Customers 

PT. Timah needs to pay attention to the company's strategy to fulfill its Customers' 

satisfaction. 

 This study aims to analyze the stages of Customer Relationship management 

using the Barnes Theory 3R namely Relationship, Retention, and Recovery in 

building Customer satisfaction. In connecting business with PT. Timah Customers 

are B2B. From the results obtained by the author, the author conclude that PT. 

Timah has implemented the steps mentioned so that Customer feels satisfied with 

its performance. 

 

Key Word: CRM, Customer Satisfaction 
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