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ABSTRAK 
 

 

 
 

Penelitian ini bertujuan untuk mendeskripsikan dan menganalisis strategi 

Customer Relations dalam mempertahankan loyalitas pelanggan di CV. 

Timbul Jaya Express Surabaya. Menggunakan pendekatan kualitatif, data 

dikumpulkan melalui observasi, wawancara, dan dokumentasi. Hasil 

penelitian menunjukkan bahwa perusahaan telah menerapkan Customer 

Relationship Management (CRM) dengan baik melalui enam dimensi, yaitu 

kepercayaan, komitmen, investasi, ketergantungan, komunikasi dua arah, dan 

kedekatan. Loyalitas pelanggan tercipta melalui dua dimensi, yaitu 

rekomendasi dan pembelian ulang, yang dipengaruhi oleh konsistensi 

perusahaan dalam memberikan layanan berkualitas. Penelitian ini 

menegaskan pentingnya strategi CRM dalam membangun loyalitas 

pelanggan dan menunjukkan bahwa kinerja pemilik dan karyawan yang 

sesuai dengan SOP berkontribusi pada keberhasilan tersebut. 

Kata Kunci: Strategi, Customer Relationship Management, Loyalitas 

Pelanggan. 
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ABSTRACT 
 

 
This study aims to describe and analyze Customer Relations strategies in 
maintaining customer loyalty at CV. Timbul Jaya Ekspres Surabaya. Using a 
qualitative approach, data were collected through observation, interviews, 
and documentation. The results of the study indicate that the company has 
implemented Customer Relationship Management (CRM) well through six 
dimensions, namely trust, commitment, investment, dependence, two-way 
communication, and closeness. Customer loyalty is created through two 
dimensions, namely recommendations and repeat purchases, which are 
influenced by the company's consistency in providing quality services. This 
study emphasizes the importance of CRM strategies in building customer 
loyalty and shows that the performance of owners and employees in 
accordance with SOPs contributes to this success. 
Keywords: Strategy, Customer Relationship Management, Customer 

Loyalty. 
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