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ANALISIS COMMUNICATION SKILL TIM CRM DALAM MEMBANGUN
CUSTOMER ENGAGEMENT PADA PT BINTANG SEMPURNA

Jihaan Fadillah Alpriliyanti

ABSTRAK

PT Bintang Sempurna memanfaatkan WhatsApp sebagai kanal utama layanan
pelanggan, namun komunikasi asinkron dan minim isyarat nonverbal berpotensi
menimbulkan miskomunikasi, sehingga communication skill tim Customer
Relationship Management (CRM) menjadi penting dalam membangun customer
engagement. Penelitian ini bertujuan menganalisis communication skill tim CRM
PT Bintang Sempurna dalam menyampaikan informasi, merespons pelanggan, dan
menangani komunikasi melalui WhatsApp untuk membangun customer
engagement, dikaji melalui lima aspek komunikasi interpersonal DeVito (2019):
keterbukaan, empati, sikap mendukung, sikap positif, dan kesetaraan. Penelitian
menggunakan pendekatan kualitatif dengan metode studi kasus deskriptif dan
paradigma interpretivisme. Informan dipilih melalui purposive sampling, terdiri
atas tim CRM, tim sales, tiga pelanggan berpengalaman repeat order, dan satu
triangulator ahli, dengan data dikumpulkan melalui wawancara mendalam,
observasi non-partisipan, dan dokumentasi, lalu dianalisis dengan model interaktif
Miles-Huberman-Saldana serta triangulasi sumber. Hasil penelitian menunjukkan
kelima aspek DeVito diterapkan secara konsisten dalam komunikasi tim CRM
melalui  WhatsApp dan Dberkontribusi terhadap kepercayaan, Kketerlibatan
emosional, serta loyalitas pelanggan, meski loyalitas juga ditentukan oleh kualitas
produk, harga, dan citra perusahaan. Perbandingan dengan ulasan pelanggan turut
mengungkap kesenjangan antara persepsi internal dan pengalaman aktual sebagian
pelanggan. Penelitian menyimpulkan bahwa communication skill tim CRM
menjadi salah satu fondasi penting dalam membangun customer engagement,
dengan keberhasilannya turut ditopang oleh koordinasi internal perusahaan.

Kata kunci: communication skill, customer engagement, komunikasi
interpersonal, WhatsApp, Customer Relationship Management (CRM)
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ANALYSIS OF THE COMMUNICATION SKILLS OF THE CRM TEAM IN
BUILDING CUSTOMER ENGAGEMENT AT PT BINTANG SEMPURNA

Jihaan Fadillah Alpriliyanti

ABSTRACT

PT Bintang Sempurna utilizes WhatsApp as its primary customer service channel.
However, asynchronous communication and limited nonverbal cues may lead to
miscommunication, making the communication skills of the Customer Relationship
Management (CRM) team important in building customer engagement. This study
aims to analyze the communication skills of the CRM team in providing
information, responding to customers, and managing communication through
WhatsApp to build customer engagement, based on five interpersonal
communication aspects proposed by DeVito (2019): openness, empathy,
supportiveness, positiveness, and equality. This study employs a qualitative
approach using a descriptive case study and an interpretivist paradigm. Informants
were selected through purposive sampling, consisting of CRM and sales staff, three
customers with repeat-order experience, and one expert triangulator. Data were
collected through in-depth interviews, non-participant observation, and
documentation, and analyzed using the Miles, Huberman, and Saldafia interactive
model and source triangulation. The findings show that all five DeVito aspects are
consistently applied and contribute to customer trust, emotional engagement, and
loyalty, although loyalty is also influenced by product quality, price, and company
image. The study concludes that communication skills are an important foundation
for building customer engagement, supported by effective internal coordination.

Keywords: communication skills, customer engagement, interpersonal
communication, WhatsApp, Customer Relationship Management (CRM)
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