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Widyo Ari Utomo

iii



INTISARI

SoloNet adalah sebuah perusahaan jasa penyedia akses internet (Internet Service
Provider) di kota Solo yang memiliki pelanggan yang tersebar di kota-kota besar di
propinsi Jawa Tengah dan Jawa Timur. SoloNet merasakan iklim persaingan antar
perusahaan jasa layanan internet saat ini semakin kuat dan semakin tergantung
pada mekanisme perusahaan dalam memberikan layanan purna jual atas jasa yang
diberikan serta bagaimana perusahaan dapat membuka hubungan langsung dengan
pelanggannya. Untuk itu diperlukan suatu strategi bisnis yang baik. Pendekatan
strategis yang dipilih untuk memecahkan permasalahan ini adalah melalui CRM
(Customer Relationship Management). CRM sebagai salah satu strategi bisnis
masa kini digunakan untuk memperkuat posisi perusahaan di mata para pelanggan
dan kompetitornya.

Untuk mewujudkan strategi tersebut maka dilakukan analisa terhadap
seberapa penting penerapan e-CRM (Electronic Customer Relationship
Management) di SoloNet, kebutuhan fungsionalitas apa saja yang diperlukan
dalam membangun e-CRM di SoloNet dan membangun aplikasi e-CRM. Metode
yang digunakan adalah studi kepustakaan, observasi, wawancara dan analisis
strategi  portofolio IS/IT. Sedangkan metode yang digunakan untuk
pengembangan aplikasi e-CRM menggunakan waterfall Model.

Dari hasil analisa yang dilaksanakan menyimpulkan bahwa e-CRM
merupakan pilihan utama dalam mendukung strategi bisnis di SoloNet. Fungsi-
fungsi yagn diperlukan E-CRM di SoloNet adalah Call Center, Customer Service
Online,Sales  Online, Knowledge Management, Online Marketing, Form
Mail, Trouble ticket,  Networking tools, Billing Info, Newsletter, Join Us,
Customer Profiling, Error Report, Mail Report, Most Popular Product. Dari
kebutuhan tersebut kemudian dilakukan pembuatan aplikasi e-CRM untuk
SoloNet [Internet Service Provider. Dengan sistem ini diharapkan mampu
meningkatkan kinerja CRM di SoloNet dan dapat member kontribusi yang positif
untuk mencapai strategi bisnisnya.

Kata kunci : CRM, e-CRM, Strategi Bisnis, Teknologi Informasi, SoloNet Internet
Service Provider.
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ABSTRACT

SoloNet is a Internet access provider company stayed in Solo, which has
customers are in many cities arround the Central Java and East Java province.
SoloNet involved in competetion between internet service companies increasingly
powerful now and depend on the company to provide after-sales service for
services provided as well and how companies can creating relationship with its
customers. Therefore SoloNet need a good business strategy. The selected
strategic approach to solve this problem is through CRM (Customer Relationship
Management). CRM as a business strategy today is used to strengthen the
company's position in the eyes of customers and competitors.

Analyzing the importance of the implementation of e-CRM (Electronic
Customer Relationship Management) in SoloNet, what functional requirements is
needed to build e-CRM in SoloNet and build e-CRM applications are to realize
these strategies. The method used is literature study, observation, interviews and
analysis of portfolio strategies IS / IT. And the methods used for the development
of e-CRM (Electronic Customer Relationship Management) is the waterfall
model.

Conclusion of the analysis conducted is e-CRM is the best option in
support of business strategy at SoloNet. Functionality requirements e-CRM in
SoloNet is Call Center, Customer Service Online, Sales Online, Knowledge
Management, Online Marketing, Form Mail, Trouble ticket, Networking tools,
Billing Info, Newsletter, Join Us, Customer Profiling, Error Report, Mail Report,
Most Popular Product. e-CRM application development for SoloNet Internet
Service Provider is based on the functionality requirements. This system is
expected to improve the performance of CRM in SoloNet hopely that can give
positively contribute to achieve business strategy.

Keywords: CRM, e-CRM, Business Strategy, Information Technology, SoloNet
Internet Service Provider.
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