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ABSTRAK 

Strategi Customer Relationship Management adalah proses menargetkan, 

memperoleh, bertransaksi, melayani, mempertahankan, dan membangun hubungan 

jangka panjang dengan pelanggan. Permasalahan yang ingin diangkat berkaitan dengan 

Strategi Customer Relationship Management dari Blibli.com melalui layanan live chat. 

Penelitian ini bertujuan untuk mengetahui bagaimana strategi Customer 

Relationship Management untuk meningkatkan pelayanan pelanggan di Blibli.com 

melalui layanan live chat Tahun 2019. Metode penelitian yang digunakan yaitu adalah 

deskripti kualitatif. Teknik pengumpulan data yang digunakan yaitu dengan wawancara 

mendalam kepada narasumber, observasil di lapangan dan data dokumentasi. 

Hasil penelitian ini berisikan strategi Customer Relationship Managemen dengan 

Strategi CRM sosial yang telah dilakukan Blibli.com melalui layanan live chat untuk 

meningkatkan pelayanan pelanggan di Blibli.com melalui layanan live chat Tahun 2019 

yaitu dengan menggunakan Agent untuk melakukan endorsement dan di dukung dengan 

pelayanan terbaik melalui live chat. 

 
Keyword: Strategi Customer Relationship Managemen, Strategi CRM sosial, Customer 

Service, New Digital, e-commerce. 

http://digilib.mercubuana.ac.id/



vi  

 

 

 
 

Mercu Buana University 

Faculty of Communication 

Field of Study Marketing Communication and Advertising 

Eryati Oktiaputri Hidayati 

44316120089 

 
Customer Relationship Management strategy to improve customer service at 

Blibli.com through live chat services 

Number of Pages: ix + 64 pages + 4 attachment 

 

ABSTRACT 

Customer Relationship Management Strategy is the process of targeting, 

obtaining, transacting, serving, maintaining, and building long-term relationships with 

customers. The raised issue is related to the Customer Relationship Management Strategy 

from Blibli.com through the live chat service. 

This study aims to determine how the Customer Relationship Management 

strategy to improve customer service on Blibli.com through the live chat service in 2019. 

The research method used is qualitative description. Data collection techniques that used 

are deep interviews with informants, observations in the field and documentation data. 

The results of this study is Customer Relationship Management strategies with 

social CRM strategies that have been carried out by Blibli.com through live chat services 

to improve customer service in Blibli.com through live chat services in 2019 by using an 

Agent to conduct endorsement and supported by the best service through live chat. 

 
Keyword: Strategy Customer Relationship Managemen, Strategy CRM sosial, Customer 

Service, New Digital, e-commerce. 
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