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ABSTRAK

Muhammad Fachrun Ni’am, NIM. 04040420078.
Penerapan Customer Relationship Management dalam Upaya
Menjaga Loyalitas Di Yayasan Yatim Mandiri.

Penelitian ini  membahas mengenai "Customer
Relationship Manajement untuk menjaga loyalitas donatur”,
bukan hanya bagaimana penerapannya tapi juga komponen serta
kendala yang ada saat menerapkan hal tersebut. Metode yang
dipakai yakni kualitatif dengan pendekatan deskriptif. Teknik
dalam mendapatkan data penelitian berikut yakni wawancara,
observasi, dan dokumentasi pada objek penelitian yang tidak
lain yakni Yayasan Yatim Mandiri.

Hasil penelitian menunjukkan bahwasanya komponen
Customer Relationship Manajement di Yayasan Yatim Mandiri
mencakup manusia, proses, dan teknologi. Pada penerapannya
Yayasan Yatim Mandiri melaksanakan empat kegiatan yakni
identifikasi, diferensiasi, interaksi, dan personalisasi. Sedangkan
kendala Customer Relationship Manajement yang ada dibagi
menjadi dua yakni internal yang mencakup dana, Miss
communication, dan jaringan kemudian eksternal yakni cuaca.

Kata Kunci : Customer Relationship Management, Loyalitas.
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ABSTRAK

Muhammad Fachrun Ni'am, NIM. 04040420078.
Implementation of Customer Relationship Management to
Maintain Loyalty at Yayasan Yatim Mandiri.

This  study discusses "Customer Relationship
Management to maintain loyalty", not only how to implement it
but also the components and obstacles that exist when
implementing it. The method used is qualitative with a
descriptive approach. The techniques for obtaining the
following research data are interviews, observations, and
documentation on the research object which is none other than
Yayasan Yatim Mandiri.

The results of the study show that the components of
Customer Relationship Management at Yayasan Yatim Mandiri
include humans, processes, and technology. In its
implementation, Yayasan Yatim Mandiri carries out four
activities, namely identification, differentiation, interaction, and
personalization. The obstacles to Customer Relationship
Management are |divided |into. two,-namely ‘internal which
includes funds, miss ,communication, network. then external
namely weather.

Keywords: Customer Relationship Management, Loyalty.
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