Customer Relationship Management Pada PT Astra International, Tbk - Honda Yogyakarta
DEO FERNANDO ACHBAR, Fitri Damayanti Berutu, S.E., S.S., M.Sc.

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR ISI

HALAMAN PERSETUJUAN ...ttt sttt i
PERNYATAAN KEASLIAN TUGAS AKHIR.......cooiiiiiiiieiiieneeeeeeeeie e i
DAFTAR ISL.iieeeeee ettt sttt st saeens v
DAFTAR GAMBAR ...ttt sttt vi
DAFTAR TABEL. ...ttt ettt s vii
DAFTAR LAMPIRAN ..ottt st sttt st viii
INTISARLL....eieeee ettt ettt ettt be et st e bt et e e e e nbeenee ix
ABSTRACT ..ottt ettt ettt et et e et esaeeebeesseeenneans X
BAB I PENDAHULUAN ..ottt ettt et 1
1.1, Latar BelaKang ........ccocooiiiiiiiniiiinictceeeee e 1
1.2 Rumusan Masalah ..........cccooiiiiiiiiiie e 4
1.3 Batasan Masalah........ccccoooiiiiiiiiiii e 4
1.4 Tujuan PenuliSan ..........ccccooiiiiiiiiiiiiiniiiiceceeeece et 4
1.5 Manfaat Penulisan ..........ccccooviiiiiiiiiiiiieie et 4
1.6 Kerangka Penulisan..........ccccccciviiiiiiniiieiiieeeiie et 6
BAB Il GAMBARAN UMUM......iiiiiiiiieiesietee ettt 7
2.1, KoONdiST UMUIN .ottt sttt 7
2.1.1  Struktur OTZaniSast .....ccueeeeveeerieeeiiieeeiieeeieeeeieeesreeesreeesveeesaneesneeeeens 10

2.2 Studl LITeTatur...cooeieiieiiieeie et 14
2.2.1  Loyalitas KONSUMEN.........cecvuiiiiiieeiiieeiieeeiie et eeee e e s 14
2.2.2  Customer Relationship Management ...............ccccocceueeeceeeeieeenieenniueenns 15

v



Customer Relationship Management Pada PT Astra International, Tbk - Honda Yogyakarta
DEO FERNANDO ACHBAR, Fitri Damayanti Berutu, S.E., S.S., M.Sc.

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

2.3 Metode PenuliSan .........coveruiiiiiieniiiieniieieee e 19
2.3.1  Jenis dan SUMDbET Data.........ccceevuiriiriieniiiienieieeeteeeeee e 20
2.3.2  Metode Pengumpulan Data..........ccccceeeiieiiiiiiieiiicieeieceeeee e 20
2.3.3  Teknik Analisis Data........ccccooeeviriiiiiiniiiiiieieeeeee e 21

BAB III ANALISIS DAN PEMBAHASAN .....ccooiiieeeeeeeeeeeeeee e 23

3.1 Komponen Customer Relationship Management dengan Aplikasinya di PT

Astra International , Tbk — Honda Yogyakarta...........cccoeoeeviiiiiiniiiiiieiiieieee 23
Bu1i1  PTOSES ettt st st 26
3.1.2  TEKNOLOEI veeuvvieiiieiiieieeeiie ettt ettt ettt e e b eneas 31

3.2  Tahapan Customer Relationship Management Menurut Teori dan Aplikasi

di PT Astra International, Tbk — Honda Yogyakarta..........ccceevverveereeniencieennnnnnn 35
BAB IV KESIMPULAN DAN SARAN ..ottt 39
4.1 KeSIMPUIAN....cciiiiiiiecieecee et e e s e 39
4.2 SATAN .ottt et sttt st s e e 41
DAFTAR PUSTAKA ..ottt ettt ettt e s e sae e ssaenseensens 42
LAMPIRAN ...ttt ettt sttt ettt seee b et 43



Customer Relationship Management Pada PT Astra International, Tbk - Honda Yogyakarta
DEO FERNANDO ACHBAR, Fitri Damayanti Berutu, S.E., S.S., M.Sc.

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR GAMBAR
Gambar 1 Logo PT Astra International, TbK ...........cccoeeviieeciiiiniiiiie e 7
Gambar 2 Log0 ASLra MOTOT.........eieciieeiiieeciee ettt vee et ree e e e ane e eeaeeenes 10
Gambar 3 Struktur Sales OffiCe........c.uuuuuieeeiieeiiieeceeee e 12
Gambar 4 Konten Portal HSO.........ocooiiiiiii e 28
Gambar 5 Portal HSO ......ooiiii e 33
GAMDBAL O SMS CONIOE ...ttt 34
Gambar 7 SAOWFOOM EVENL ............cccueiouiiiiieiiieiiesee ettt 37
Gambar 8 membership CArd.............ccooooiviieiiiiiiiiiiiiiieee et 38

vi



Customer Relationship Management Pada PT Astra International, Tbk - Honda Yogyakarta
DEO FERNANDO ACHBAR, Fitri Damayanti Berutu, S.E., S.S., M.Sc.

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR TABEL
Tabel 1 Definisi PTrOSES .......ccceiiiiiiiiiiiiiei et 26
Tabel 2 KIasifikasi PTOSES.........cociiiiiiiiiiiiecie e e 28
Tabel 3 Definisi TeKNOolo@ .......covuiiiiiiiiiiiiee e 31
Tabel 4 Tiga Tahapan Customer Relationship Management.............ccccceveevicrieneennenn 36

vil



Customer Relationship Management Pada PT Astra International, Tbk - Honda Yogyakarta
DEO FERNANDO ACHBAR, Fitri Damayanti Berutu, S.E., S.S., M.Sc.

Universitas Gadjah Mada, 2015 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAH MADA

DAFTAR LAMPIRAN
Lampiran 1 Tampilan Portal HSO ..o 43
Lampiran 2 Tampilan Inbox SMS Center.........cccuveevuieeeiieeeiieeeiie e 43
Lampiran 3 Tampilan OutboX SMS Center ...........cccvveeevieeeiiieeeieeeiee e 44
Lampiran 4 Gathering Showroom EVERE .........c...ccceceeieeririeenieinieiineeneeieneenaeeeens 44
Lampiran 5 Membership Card ..............ccooccueioiiiieioiiiiiiiiieeese et 45

viil


file:///C:\Users\Deo%20Fernando\Desktop\TA\TUGAS%20AKHIR%20DEO.docx%23_Toc432394296

