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RINGKASAN 

PT. Arto Podomoro Mulyo adalah Perusahaan pengembang yang bergerak pada 

Pembangunan perumahan. Dalam industri perumahan yang sangat kompetitif, 

kepuasan dan loyalitas pelanggan memainkan peran penting dalam kesuksesan 

perusahaan. Penelitian ini menggunakan NPS sebagai alat utama untuk mengukur 

loyalitas pelanggan dan mengidentifikasi faktor-faktor CRM yang mempengaruhi 

kepuasan pelanggan. 

Penelitian ini mengidentifikasi faktor-faktor utama yang mempengaruhi 

kepuasan pelanggan, seperti harga, lokasi, fasilitas, dan kualitas bangunan. Selain 

itu, implementasi CRM dievaluasi berdasarkan fitur-fitur utama seperti pengelolaan 

data pelanggan, personalisasi layanan, penanganan keluhan, dan layanan purna jual. 

Data dikumpulkan melalui survei, wawancara, dan analisis dokumen perusahaan, 

serta dianalisis menggunakan metode statistik deskriptif dan regresi. Hasil 

penelitian diharapkan dapat memberikan pemahaman yang lebih baik mengenai 

pengaruh NPS terhadap kepuasan dan loyalitas pelanggan, serta memberikan 

rekomendasi strategis untuk meningkatkan NPS dan efektivitas CRM di PT. Arto 

Podomoro Mulyo. 

Kata kunci : Net Promoter Score (NPS) Customer Relationship Management 

(CRM), Kepuasan Pelanggan, PT. Arto Podomoro Mulyo 
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ABSTRACT 

      PT Arto Podomoro Mulyo is a development company engaged in housing 

development. In the highly competitive housing industry, customer satisfaction and 

loyalty play an important role in the company's success. This research uses NPS as 

the main tool to measure customer loyalty and identify CRM factors that affect 

customer satisfaction. 

This research identifies the main factors that affect customer satisfaction, such as 

price, location, facilities, and building quality. In addition, CRM implementation 

was evaluated based on key features such as customer data management, service 

personalisation, complaint handling, and after-sales service. Data was collected 

through surveys, interviews, and analysis of company documents, and analysed 

using descriptive statistics and regression methods. The results of the study are 

expected to provide a better understanding of the influence of NPS on customer 

satisfaction and loyalty, as well as provide strategic recommendations to improve 

NPS and CRM effectiveness at PT Arto Podomoro Mulyo. 

 

Keywords: Net Promoter Score (NPS) Customer Relationship Management (CRM), 

Customer Satisfaction, PT. Arto Podomoro Mulyo 
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