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ABSTRAK 
 
Universitas Muhammadiyah Yogyakarta 
Fakultas Ilmu Sosial dan Ilmu Politik 
Jurusan Ilmu Komunikasi 
Konsentrasi Public Relations 
Frida Mutiara 
Customer Relationship Management PT Askes (Persero) Cabang Utama 
Yogyakarta  
(Studi Deskriptif Pelaksanaan Customer Relationship Management PT Askes 
(Persero) Cabang Utama Yogyakarta Dalam Menangani Keluhan Peserta Untuk 
Mencapai Kepuasan Pelanggan). 
Tahun Skripsi  :   2011. X + 146 Halaman 
Daftar Pustaka  : 22 buku + 1 sumber website + 13 sumber 
wawancara 
 

PT Askes (Persero) Cabang Utama Yogyakarta merupakan perusahaan jasa 
asuransi yang memprioritaskan pelayanan kepada pelanggan. Namun dalam 
membrikan pelayanan tidak terlepas dari ketidakpuasan pelanggan sehingga peserta 
menyampaikan keluhan secara langsung maupun dengan media. Tujuan penelitian ini 
adalah untuk mengetahui strategi pelaksanaan Customer Relationship Management 
PT Askes (Persero) Cabang Utama Yogyakarta dalam menangani keluhan dan faktor 
pendukung serta penghambat kegiatan Customer Relationship Management. 
Kerangka teori yang digunakan adalah Public Relations, Customer Relationship 
Management, Complaint Handling, dan Customer Satisfaction. 

Metode penelitian yang dipakai dalam penelitian ini adalah kualitatif 
deskriptif. Lokasi penelitian mengambil tempat di kantor PT Askes (Persero) Cabang 
Utama Yogyakarta. Informan sebanyak 13 orang. Sementara metode pengumpulan 
data menggunakan wawancara mendalam dan focus group discussion. Teknik analisis 
data adalah reduksi data, sajian data, dan penarikan kesimpulan. Pada penelitian ini 
uji validitas data yang digunakan adalah trianggulasi sumber. 

Hasil dari penelitian ini menunjukkan bahwa strategi dan pelaksanaan 
Customer Relationship Management yang dilaksanakan oleh humas dan petugas 
Askes mulai tahun 2010 hingga September 2011 mengalami jumlah penurunan 
keluhan, berdasarkan data survei kepuasan pelanggan tahun 2010. Strateginya adalah 
dari aspek komunikasi dan manajemen yaitu Askes Peduli, Askes Center, Teknologi 
Informasi, dan Bantuan Ambulans dan alat kesehatan dan Customer Focused 
Company. Oleh karena itu sebagai perusahaan pelayanan jasa, hendaknya lebih 
meningkatkan mutu pelayanan dengan customer focused company yang pro-
customer.  
 
Kata kunci : Customer Relationship Management, Complaint Handling, Customer 
Satisfaction 
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ABSTRACT 

 
Muhammadiyah University of Yogyakarta 
Faculty of Social and Politics Science 
Communication Science Major 
Public Relations Concentration 
Frida Mutiara 
Customer Relationship Management  in PT Askes (Persero) Excellent Branch of 
Yogyakarta 
(Descriptive study of Customer Relationship Management in PT Askes (Persero) 
Excellent Branch of Yogyakarta in customer complaint handling to reach for 
customer satisfaction). 
Year  : 2011. XI+ 146 pages 
Literature : 22 books + 1 website + 13 interview 
 
 

PT Askes (Persero) Excellent Branch of Yogyakarta is insurance service 
company to give service excellent for customer. But to give a service not freefrom 
customer unsatisfaction so patients to deliver the complaint with directly or with the 
media. The purpose this research is for knowing the strategy and realization of 
Customer Relationship Management in PT Askes (Persero) Excellent Branch of 
Yogyakarta in customer complaint handling and the support factor and hindrace 
factor Customer Relationship Management activity. Framework theory is used Public 
Relations, Customer Relationship Management, Complaint Handling, and Customer 
Satisfaction.  

The research methodology of this research is descriptive qualitative. The 
research location in PT Askes (Persero) Excellent Branch company of Yogyakarta. 
The informant is 13 peoples. And the united data methodology used indepth 
interview and focus group discussion. The data analysis technic is data reduction, 
data dishes, and conclude firm. The validation experiment this research use source 
triangulation. 

The result this research to point out that strategy and realization Customer 
Relationship Management of public relations and Askes employee from 2010 until 
September 2011 has complaint total to go down and based on customer satisfaction 
the survey data on 2010. The strategy is from communication and management aspect 
there are is Askes care, Askes Center, Information Technology, ambulans and health 
tools and Customer Focused Company. So like service company, PT Askes (Persero) 
Excellent Branch of Yogyakarta to step on service quality with customer focused 
company that pro-customer. 

 
Key words : Customer Relationship Management, Complaint Handling, Customer 
Satisfaction 


