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ABSTRAK 

Aldi Ramanda Saputra, Laporan Magang Program Studi Ekonomi Jurusan 

Manajemen, Sekolah Tinggi Ilmu Ekonomi Tri Bhakti yang berjudul “Penerapan 

Model Customer Relationship Management di PT. PLN (Persero) Unit Pelaksana 

Pelayanan Pelanggan Serpong” dan memiliki rumusan masalah yaitu bagaimana 

penerapan komunikasi di model Customer Relationship Management pada PT PLN 

(Persero) UP3 Serpong dan bagaimana penerapan manajemen konflik di model 

Customer Relationship Management pada PT PLN (Persero) UP3 Serpong. Metode 

magang yang digunakan yaitu, studi kepustakaan, wawancara, dan observasi. Ada 

4 jenis indikator dalam dimensi Customer Relationship Management yaitu, 

kepercayaan, komitmen, komunikasi, penanganan konflik. PT PLN (Persero) UP3 

Serpong memiliki serangkaian program untuk melakukan pendekatan pelanggan 

dengan pelayanan yang lebih baik, berupa penerapan komunikasi dengan 

melakukan kegiatan promosi dan penerapan manajemen konflik perusahaan dengan 

pelanggan. 

Kata kunci: CRM, Promosi, Komunikasi, Manajemen Konflik.
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ABSTRACT 

Aldi Ramanda Saputra, Internship Report of the Economics Study Program, 

Management Department, Tri Bhakti School of Economics, entitled 

"Implementation of Customer Relationship Management Model at PT. PLN 

(Persero) Serpong Customer Service Unit" addresses the problem formulation of 

how communication is implemented in the Customer Relationship Management 

model at PT PLN (Persero) UP3 Serpong and how conflict management is applied 

in the Customer Relationship Management model at PT PLN (Persero) UP3 

Serpong. The internship methods used were literature review, interviews, and 

observations. There are four indicators in the Customer Relationship Management 

dimension, namely trust, commitment, communication, and conflict handling. PT 

PLN (Persero) UP3 Serpong has a series of programs to improve consumer 

approach through better services, such as implementing communication through 

promotional activities and applying conflict management between the company and 

consumers. 

Keywords: CRM, Promotion, Communication, Conflict Management.  
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