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ABSTRAK
Ikasari Nur Fauziah, B94218089, 2023. Penerapan Customer Relationship Management di
Yayasan Agigah Nurul Hayat Surabaya.

Dalam penelitian ini terdapat fokus penelitian yang hendak dikaji, yaitu customer
relationship management. Penelitian ini dilakukan untuk memahami penerapan customer
relationship management di Yayasan Agigah Nurul Hayat Surabaya dengan menganalisa
proses penerapan customer relationship managemen dan mengidentifikasi faktor yang
mempengaruhi keberhasilan penerapan customer relationship management serta hambatan
ada dalam penerapan customer relationship management di Yayasan Agigah Nurul Hayat
Surabaya.

Dalam penelitian ini, peneliti menggali secara menyeluruh terkait tiga hal tersebut
menggunakan pendekatan kualitatif dan studi kasus. Hasil dari penelitian ini menyatakan
bahwa Yayasan Agigah Nurul Hayat Surabaya menggunakan beberapa tahapan dalam proses
penerapan customer relationship management antara lain: identifikasi,  diferensiasi,
kustomisasi, berbagi informasi, keterlibatan pelanggan, kemitraan jangka panjang,
pemecahan masalah bersama, teknologi berbasis CRM, dan otomatisasi pelayanan.
Kemudian, faktor yang mempengaruhi keberhasilan penerapan customer relationship
management adalah sebagai berikut: manusia (people), proses (proces) dan teknologi
(tecnhology). Selain itu, terdapat hambatan dalam penerapan customer relationship
management seperti: Human eror dan ganguan jaringan internet. Penerapan customer
relationship management di Yayasan Agigah Nurul Hayat Surabaya bertujuan untuk menjaga
hubungan dengan pelanggan dengaan memberikan pelayanan baik dan memenuhi kebutuhan
pelanggan. Dengan demikian  pelanggan merasa puas sehingga terciptanya loyalitas

pelanggan.

Kata Kunci : Customer Relationship Management, Kepuasan dan Loyalitas, Agigah



ABSTRACT
Ikasari Nur Fauziah, B94218089, 2023.Implementation of Customer Relationship
Management at the Agigah Nurul Hayat Surabaya.

In this study there is a research focus to be studied, namely customer relationship
management. this research was conducted to understand the application of customer
relationship management at the Agigah Nurul Hayat Surabaya in increasing customer
satisfaction and loyalty by analyzing the process pf implementing customer relationship
management and idetifying factors that influence the successful implementation of customer
relationship management and the obstacles in implementing customer relationship
management at the Agigah Nurul Hayat Surabaya.

In this sudy, researchers thoroughly explored these three matters using a qualitative
approachb and case studies. The result of this study state that the Agigah Nurul Hayat
Surabaya uses several stages in the process of implementing customer relationship
management including: indetification, differentiation, cuztomization, information sharing,
customer onvolment, long-term partnership, joint problem solving, CRM-based Tecnhology,
and srvice automation. Then the factors that influence the successful implementation osf
customer relationship management are as follows: people, process and technology. In
addition, there are obstacles in the implementation of customer relatiosnhip management
such as miscommunication and interne network disturbances. The application of customer
relationship management at the Agigah Nurul Hayat Surabaya aim to maintain relationship
with customer by providing good service and meeting customer needs. Thus customer feel

satisfied so as to create customer loyalty.

Keywords: Customer Relatiosnhip Management, Satisfaction and loyalty, Agigah
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