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ABSTRAK 

Nama   : Mohamad Reza Kurniawan 

Program Studi  : Ilmu Komunikasi 

Judul  : Strategi Customer Relationship Management (CRM) PT 

Tabungan dan Asuransi Pegawai Negeri (TASPEN 

PERSERO) Kantor Cabang Depok Dalam Mempertahankan 

Loyalitas Peserta di Masa Pandemi Covid-19 
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Pandemi Covid-19 yang melanda segala penjuru dunia telah 

berdampak kepada perekonomian perusahaan yang terjadi di 

Indonesia. Adanya pandemi Covid-19 juga membuat 

Pemerintah Republik Indonesia mengeluarkan peraturan tentang 

pembatasan mobilitas masyarakat seperti Social Distancing dan 

Physical Distancing di luar rumah atau di fasilitas umum untuk 

menghindari penularan Corona Virus. Dalam menghadapi 

permasalahan tersebut, pelayanan tatap muka pada PT TASPEN 

(Persero) cabang Depok ditiadakan dan diganti dengan 

pelayanan dropbox dan beralih ke pelayanan digitalisasi. 

Penelitian ini mempunyai tujuan untuk mengetahui strategi 

Customer Relationship Management (CRM) yang dilakukan PT 

TASPEN (Persero) cabang Depok dalam mempertahankan 

kepuasan peserta di masa pandemi covid-19. Dalam penelitian 

ini, peneliti menggunakan Teori Customer Relationship 

Management oleh Shiffman dan Kanuk, dan Teori Customer 

Satisfaction oleh Kotler dan Keller. Pada penelitian ini, peneliti 

menggunakan pendekatan kualitatif deskriptif dengan 

pengumpulan data melalui wawancara, observasi, dokumentasi 

dan studi pustaka. Hasil penelitian strategi Customer 

Relationship Management (CRM) yang dilakukan PT TASPEN 

(Persero) cabang Depok dalam menghadapi pandemi Covid-19 

yaitu menggunakan pelayanan digitalisasi dan dropbox. 

Pelayanan digitalisasi yang dilakukan seperti memberikan klim 

otomatis melalui Taspen One Stop Service (TOSS), Taspen 

Care, dan Otentikasi. Selain itu PT TASPEN (Persero) cabang 

Depok melakukan beberapa aspek dalam melakukan kepuasan 

peserta dengan cara memberikan pelayanan yang cepat dan 

mudah, menangani komplain dengan baik, dan memberikan 

pelayanan melebihi dari harapan peserta dengan tagline “Andal 

Melayani”. 

Pembimbing Rosanah, S. S., M. I. Kom 
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Pandemic Covid that has hit all corners of the world has had an 

impact on the company's economy in Indonesia. The existence 

of the Covid-also made the Government of the Republic of 

Indonesia issue regulations regarding restrictions on 

community mobility such as Social Distancing and Physical 

Distancing outside the home or in public facilities to avoid 

transmission of the Corona Virus. In dealing with these 

problems, face-to-face services at PT TASPEN (Persero) Depok 

branch were abolished and replaced with dropbox and switched 

to digitalization services. This study aims to determine the 

Customer Relationship Management carried out by PT TASPEN 

(Persero) Depok branch in maintaining participant satisfaction 

during the COVID-. In this study, the researcher used the 

Customer Relationship Management (CRM) by Shiffman and 

Kanuk, and the Customer Satisfaction by Kotler and Keller. In 

this study, the researcher used a descriptive qualitative 

approach with data collection through interviews, observations, 

documentation and literature studies. The results of the 

Customer Relationship Management (CRM) strategy research 

conducted by PT TASPEN (Persero) Depok branch in dealing 

with the Covid-, namely using digitalization and dropbox. 

Digitization services are carried out such as providing 

automatic claims through Taspen One Stop Service (TOSS), 

Taspen Care, and Authentication. In addition, PT TASPEN 

(Persero) Depok branch performs several aspects in fulfilling 

participant satisfaction by providing fast and easy service, 

handling complaints properly, and providing services exceeding 

participants' expectations with the tagline "Andal Serving". 

 

Mentor Rosanah, SS., M. I. Kom 
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