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ABSTRAK

Analisis Proses Customer Relationship Management (CRM)
Dalam Meningkatkan Minat Jamaah Pada Shafira Tour & Travel
Cabang Kebomas Gresik
Oleh Balgis Salsavira, NIM 04040421070

Penelitian ini bertujuan untuk mengetahui penerapan proses
CRM dalam meningkatkan minat jamaah pada Shafira Tour & Travel
Cabang Kebomas : Gresik. Penelitian ini menggunakan penelitian
kualitatif dengan metode wawancara mendalam, observasi, dan
dokumentasi. Narasumber dalam penelitian ini terdiri dari pimpinan
cabang, staf Customer Service , serta jamaah Shafira Tour & Travel
Cabang Kebomas Gresik. Analisis data dilakukan melalui tahapan
reduksi data, penyajian data, kemudian penarikan kesimpulan. Hasil
penelitian menunjukkan bahwa penerapan proses CRM pada Shafira
Tour & Travel Cabang Kebomas Gresik telah diterapkan sesuai
dengan tahapan proses CRM menurut teori Swift, yakni Knowledge
Discovery, Customer Interaction, Market Planning, dan Analysis and
Refinement. Selain itu, ditemukan proses lainnya yakni Religious
Oriented. Penelitian ini juga menemukan adanya kendala dalam
penerapan proses CRM, baik kendala internal maupun kendala
cksternal. Kendala internal meliputi keterbatasan jumlah dan kualitas
sumber daya|manusia, keterbatasanpemanfaatann ‘téknologi dan
integrasi sistem, serta potensi miskomunikasi antara kantor pusat dan
kantor cabang. Untuk kendala eksternal meliputi persaingan antara
biro travel, perubahasan lingkungan bisnis, serta regulasi dan
kebijakan pemerintah seperti keterbatasan kuota dan seat
keberangkatan, dan legalitas perizinan pelaksanaan ibadah umrah
mandiri. Proses CRM yang diterapkan oleh Shafira Tour & Travel
cabang Kebomas Gresik telah mampu meningkatkan minat jamaah
melalui kualiatas pelayanan dan hubungan yang baik dengan jamaah,
meskipun masih diperlukan penguatan pada aspek sumber daya
manusia dan pemanfaatan teknologi agar proses CRM dapat berjalan
lebih optimal.
Kata kunci : Startegi CRM, Minat Jamaah, Tour & Travel Haji dan
Umrah, Teori Swift.
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ABSTRACT

Analysis of Customer Relationship Management (CRM)
Process In Increasing Pilgrims’ Interest At Shafira Tour & Travel
Kebomas Gresik Branch
By Balgis Salsavira, NIM 04040421070

This study aims to determine the implementation of Customer
Relationship Management (CRM) Process in increasing pilgrims’
interest at Shafira Tour & Travel Kebomas Gresik Branch. This
research uses qualitative research through in-depth interviews,
observation, and documentation methods. The informants in this study
consist of the branch leader, Customer Service staff, and pilgrims of
Shafira Tour & Travel Kebomas Gresik Branch. Data analysis was
carried out through the stages of data reduction, data presentation,
and conclusion drawing. The results of the study indicate that the
implementation of CRM process at Shafira Tour & Travel Kebomas
Gresik Branch, has been carried out in accordance with the stages of
CRM process based on Swift’s theory, namely, Knowledge Discovery,
Customer Interaction, Market Planning, and Analysis and
Refinement. In addition, this study indentified another process, namely
the Religious-Oriented Process. This study also found several
obstacles in implementing CRM process, both internal and external
constraints. Internal constraints include limitations in the number and
quality of-human ‘resources, limited utilization of ‘technology and
system integration, and potential miscommunication between the head
office and branch office. External constraints include competition
among travel agencies and changes in the business environment, as
well as government regulations and policies such as limitations on
guotas and departure seats and the legality of independent Umrah
pilgrimage permits. CRM process implemented by Shafira Tour &
Travel Kebomas Gresik Branch, has been able to increase pilgrims’
interest through service quality and good relationships with pilgrims,
although strengthening human resources and technology utilization is
still needed so that CRM process can run more optimally
Keywords: CRM Strategy, Pilgrims’s Interest, Hajj and Umrah Travel,
Swift Theory.
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