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IMPLEMENTASI CUSTOMER RELATIONSHIP MANAGEMENT (CRM)
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RINGKASAN

Kopi Muria Zayna, sebuah produsen kopi industri rumahan di Indonesia,
negara penghasil dan pengekspor kopi terbesar, menghadapi tantangan dalam
meningkatkan penjualan bulanannya. Salah satu faktor utama adalah kurangnya
pemanfaatan teknologi informasi dalam proses penjualannya dan hubungan yang
kurang optimal antara pelanggan dan penjual. Penelitian ini bertujuan untuk
mengatasi masalah ini dengan mengimplementasi customer relationship
management (CRM) berbasis customer satisfaction score (CSAT) pada sistem
informasi penjualan di kopi muria zayna. Metode penelitian yang digunakan
meliputi observasi, wawancara, dan studi pustaka, dengan fokus pada peningkatan
penjualan dan hubungan pelanggan melalui pemanfaatan teknologi informasi. Hasil
penelitian menunjukkan bahwa implementasi CRM berhasil dilakukan pada sistem
penjualan, yang berpotensi meningkatkan penjualan dan kepuasan pelanggan Kopi

Muria Zayna.

Kata kunci : Sistem Informasi Penjualan, Kepuasan Pelanggan, CRM, CSAT.



IMPLEMENTATION OF CUSTOMER RELATIONSHIP MANAGEMENT
(CRM) BASED ON CUSTOMER SATISFACTION SCORE (CSAT) IN
THE SALES INFORMATION SYSTEM AT KOPI MURIA ZAYNA
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ABSTRACT

Kopi Muria Zayna, a home-based coffee producer in Indonesia, the largest
coffee producing and exporting country, faces challenges in increasing its monthly
sales. One of the main factors is the lack of utilization of information technology in
its sales process and the less than optimal relationship between customers and
sellers. This study aims to overcome this problem by implementing Customer
Relationship Management (CRM) on their web-based sales system, with the
Customer Satisfaction Score (CSAT) indicator to measure customer satisfaction.
The research methods used include observation, interviews, and literature studies,
with a focus on increasing sales and customer relationships through the utilization
of information technology. The results of the study indicate that the implementation
of CRM was successful in the sales system, which has the potential to increase sales
and customer satisfaction of Kopi Muria Zayna.

Keywords : Sales Information System, Customer Satisfaction, CRM, CSAT.
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