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ABSTRAK 
 

 
Penelitian ini membahas efektivitas Customer Relationship Management (CRM) 

dan cara menanggulangi keluhan pelanggan di PT Telkom Indonesia Tbk Area Kranji. 

Metode yang digunakan meliputi penelitian kepustakaan, wawancara dengan pihak 

terkait, dan observasi terhadap keluhan pelanggan dan tingkat retensi pelanggan. Dalam 

mengatasi masalah efektivitas Customer Relationship Management (CRM), PT Telkom 

Indonesia Tbk Area Kranji perlu meningkatkan komunikasi dengan pelanggan, 

menangani keluhan dengan cepat, personalisasi layanan, memberikan pelatihan kepada 

karyawan, dan mengoptimalkan ikatan, kepercayaan, empati, dan resiprokal. Untuk 

menanggulangi keluhan pelanggan, PT Telkom Indonesia Tbk Area Kranji perlu 

membentuk tim khusus yang responsif dan memiliki pengetahuan yang memadai. Solusi 

yang direkomendasikan termasuk peningkatan layanan pelanggan, kualitas produk dan 

layanan, komunikasi yang transparan, dan penanganan keluhan yang efektif. 

Monitoring dan evaluasi juga penting untuk memastikan keberhasilan implementasi 

strategi Customer Relationship Management (CRM). Dengan mengadopsi solusi yang 

disarankan, diharapkan PT Telkom dapat meningkatkan efektivitas Customer 

Relationship Management (CRM), retensi pelanggan, dan kepuasan pelanggan 
 

Kata Kunci : Efektivitas CRM, Retensi pelanggan, Manajemen Keluhan
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ABSTRACK 

 

 
This study discusses the effectiveness of Customer Relationship Management (CRM) 

and how to deal with customer complaints at PT Telkom Indonesian Tbk Area Kranji. 

The methods used include literature research, interviews with related parties, and 

observations of customer complaints and customer retention rates. In addressing the 

problem of Customer Relationship Management (CRM) effectiveness, PT Telkom 

Indonesian Tbk Area Kranji needs to improve communication with customers, handle 

complaints quickly, personalize services, provide training to employees, and optimize 

bonds, trust, empathy, and reciprocity. To deal with customer complaints, PT Telkom 

Indonesian Tbk Area Kranji needs to form a special team that is responsive and has 

adequate knowledge. Recommended solutions include improving customer service, 

product and service quality, transparent communication, and effective complaint 

handling. Monitoring and evaluation are also important to ensure the successful 

implementation of the Customer Relationship Management (CRM) strategy. By adopting 

the suggested solutions, it is expected that PT Telkom Indonesian Tbk Area Kranji can 

improve Customer Relationship Management (CRM) effectiveness, customer retention 

and customer satisfaction 
 

Keywords: CRM Effectiveness, Customer Retention, Complaint Management
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