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ABSTRACT 

 

 

 

DEVELOPMENT OF CUSTOMER RELATIONSHIP MANAGEMENT 

SYSTEM FOR EDUCATION SECTOR 

 

 

 

By 

 

Muhammad Satrio Pamungkas 

James Purnama, Advisor 

Joseph Andreas, Co-Advisor 

 

 

SWISS GERMAN UNIVERSITY 

 

 

 

Customer relationship management (CRM) is an innovative technology that seeks to 

improve customer satisfaction, loyalty, and profitability by acquiring, developing, and 

maintaining effective customer relationships and interactions with stakeholders. The 

main objective of this study is to develop a system that can improve the quality of 

customer relationship services at Swiss German University. The objective is achieved 

by formulating hypotheses, which are later tested for acceptance or rejection. The 

methodology used consists of requirements analysis, architecture design, development, 

testing, data migration, and user acceptance test. So, the application developed is 

suitable to user’s needs and can solve the problems in this research. The researcher 

found that the application greatly reduced the work time of the marketing team. 

Especially, in the data migration process. Therefore, this application successfully 

reduced the workload of the marketing team. Unfortunately, data migrated using the 
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import from Excel feature must be retested for accuracy because of the inconsistent data 

from Jotform. With the help of customer journey feature, customer satisfaction can be 

increased. The steps taken have left a good impression on potential customers and 

increase the number of potential customers as a result.  

Keywords: Customer Relationship Management, Customer Satisfaction, Customer 

Loyalty, Education Sector, Information and Communication Technologies (ICT) 
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