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ABSTRACT

CUSTOMER RELATIONSHIP MANAGEMENT (CRM) SYSTEMS
IMPLEMENTATION TO CAPTURE NEW LEADS AND OPTIMIZING BUSINESS
CONSULTANT PRODUCTIVITY

By

Andi Puspita
Ivan Kurniawan, S.T., B.Eng., M.T., M.B.A., Advisor
Dr. Tanika D. Sofianti, S.T., M.T., Co-Advisor

SWISS GERMAN UNIVERSITY

Pesatnya perkembangan teknologi digitalisasi membuat pekerjaan manual pada
umumnya dapat diselesaikan dengan cepat dan akurat. Teknologi digitalisasi
merupakan salah satu alat yang sering digunakan dalam aktivitas manusia, misalnya
penggunaan aplikasi pada notebook atau smartphone untuk menginput, mengelola dan
menyimpan big data. Digitalisasi juga merambah ke berbagai sektor seperti
perusahaan distributor alat berat PT ABC.

Pada awal tahun 2021, PT ABC mengembangkan sistem Customer Relationship
Management (CRM), yang merupakan alat untuk mengintegrasikan interaksi manusia,
proses dan infrastruktur. CRM ini akan menghubungkan pelanggan melalui front office
atau Business Consultant (BC) yang terhubung dengan back office (Marketing,
Finance, Service, Logistics). Dengan sistem ini, Divisi Penjualan akan memiliki dasbor
lengkap yang menjelaskan tentang Saluran Penjualan, AR, dan Pelacakan Prospek
untuk mengetahui perkembangan prospek hingga deal atau lost deal. Mengukur rasio
kemenangan dan menganalisis transaksi yang hilang, mengetahui perkembangan
keluhan pelanggan.

Dengan penelitian ini akan diperoleh data peningkatan lead atau prospek penjualan
dan tingkat adopsi sejak penerapan CRM sehingga pada akhirnya akan digunakan
untuk merumuskan saran pengembangan strategis terkait Change Management dari sisi
pengguna.

Keywords: Customer Relationship Management, CRM, Digitalisasi, Business

Consultant.
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ABSTRACT
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The rapid development of digitalization technology makes the manual work in general
can be completed quickly and accurately. Digitization technology is one of the tools
that is often used in human activities, for example the use of applications on notebooks
or smartphones to input, manage and store big data. Digitization has also penetrated
into various sectors such as the heavy equipment distributor company PT ABC.

In early 2021, PT ABC developed a Customer Relationship Management (CRM)
system, which is a tool to integrate human interaction, processes and infrastructure.
This CRM will connect customers through the front office or Business Consultant
(BC) which is connected to the back office (Marketing, Finance, Service, Logistics).
With this system, the Sales Division will have a comprehensive dashboard describing
the Sales Funnel, AR and Leads tracking to find out the progress of leads to deals or
losses. Measuring winning ratios and analyzing lost deals, knowing the progress of
customer complaints.

With this research, data of increasing leads or sales prospects and adoption rate since
the implementation of CRM will be obtained so in the end it will be used to formulate
strategic development advice related to Change Management from the User side.
Keywords: Customer Relationship Management, CRM, Digitalization, Business
Consultant.
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