LAPORAN KEGIATAN MAGANG

PENERAPAN CUSTOMER RELATIONSHIP MANAGEMENT
(CRM) DI RUANG PELAYANAN PERUMDA AIR MINUM
TIRTA BANGKA

Disusun Oleh

RIFKA RAHMATULLAH 2077500004

PROGRAM STUDI BISNIS DIGITAL

FAKULTAS EKONOMI DAN BISNIS

INSTITUT SAINS DAN BISNIS ATMA LUHUR

2023/2024



Pengesahan Laporan Magang

INSTITUT SAINS DAN BISNIS ATMA LUHUR

FAKULTAS EKONOMI DAN BISNIS

PENGESAHAN LAPORAN KEGIATAN MAGANG

Program Studi  Bisnis Digital
Jenjang Studi : Struta | (S1)
Judul - Penerapan Customer Relationship Management (CRM) Di

Ruang Pelayanan PERUMDA Air Minum Tirta Bangka

Oleh :
Rifka Rahmatullah 2077500004

Pangkalpinang, 08 Februari 2024
Menyetujui, Pembimbing Lapangan,
Pembimbing
i A “rliza, S.P.

NIDN. 0215128201




ABSTRAK

Pendidikan  kurikulum Merdeka belajar-Kampus Merdeka (MBKM) telah
memberikan kebebasan kepada mahasiswa serta fleksibel dalam menentukan
jalur belajar merdeka. Dan untuk mahasiswa di semester tujuh program studi
bisnis digital, fakultas ekonomi dan bisnis, Institut Sains dan Bisnis (ISB) Atma
Luhur membuka tiga pilihan MBKM yaitu program magang, program penelitian
dan program kewirausahaan. Dan dari ketiga program tersebut penulis memilih
program magang di Perusahaan Umum Daerah (PERUMDA) Air Minum Tirta
Bangka, PERUMDAM Tirta Bangka yang terletak di JI. PDAM Tirta Bangka
No.001, Parit Padang, Sungailiat, Kabupaten Bangka, Kepulauan Bangka
Belitung. Disini penulis ditempatkan di ruang pelayanan bagian hubungan dan
langganan (HUBLANG) yang menerima pengaduan pelanggan serta memberikan
informasi kepada pelanggan yang berarti selalu berinteraksi dengan pelanggan.
Dan tujuan peserta magang disini adalah untuk mempelajari cara penerapan
Customer Relationship Management (CRM) seperti melakukan interaksi atau
melayani pelanggan dengan baik dan ramah serta dengan kesabaran baik via
telpon ataupun tatap muka langsung, penerapan selanjutnya adalah menyimpan
data lengkap. tentang semua pelanggan ke sistem yang bernama pass system,
penerapan  CRM lainnya dilayani via wa dan facebook PERUMDAM Tirta
Bangka. Penerapan CRM yang dilakukan PERUMDAM Tirta Bangka tergolong
masih kebanyakan manual atau konvensional, tetapi penerapan CRM
PERUMDAM * Tirta Bangka sudah baik sekali, sehingga peserta magang
mendapatkan ilmu dan pengalaman yang sangat berarti. Selain bagi peserta
magang, Perusahaan juga merasa terbantu dengan adanya program magang ini
serta dapat menjalin kerjasama yang baik antara pihak Perusahaan Umum
Daerah (PERUMDA) Air Minum Tirta Bangka dan pihak kampus peserta magang
Institut Sains dan Bisnis Atma Luhur.

Kata kunci : PERUMDAM, CRM, Pass System, HUBLANG



ABSTRACT

The Independent Learning - Independent Campus (MBKM) curriculum education
has given students freedom and flexibility in determining their independent study
path. And for students in the seventh semester of the digital business study
program, faculty of economics and business, the Atma Luhur Institute of Science
and Business (ISB) opens three MBKM options, namely internship programs,
research programs and entrepreneurship programs. And of the three programs,
the author chose the internship program at the Regional Public Company
(PERUMDA) Tirta Bangka Drinking Water, PERUMDAM Tirta Bangka which is
located on JI. PDAM Tirta Bangka No.001, Parit Padang, Sungailiat, Bangka
Regency, Bangka Belitung Islands. Here the author is placed in the relations and
subscription service room (HUBLANG) which receives customer complaints and
provides information to customers, which means always interacting with
customers. And the aim of the interns here is to learn how to apply Customer
Relationship Management (CRM), such as interacting or serving customers well
and friendly and with patience either via telephone or face to face. The next
application is to store complete data about all customers in a system called pass
system, other CRM applications are served via WA and Facebook PERUMDAM
Tirta Bangka. The CRM implementation carried out by PERUMDAM Tirta
Bangka is still mostly manual or conventional, but the CRM implementation by
PERUMDAM Tirta Bangka is very good, so that interns gain very meaningful
knowledge and experience. Apart from the intern participants, the Company also
felt helped by this internship program and was able to establish good cooperation
between the Tirta Bangka Drinking Water Regional Public Company
(PERUMDA) and the campus of the Atma Luhur Institute of Science and Business
intern participants.
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