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ABSTRACT

Research conducted in Mediterranean Shipping Company (MSC) Indonesia
aims to find out the operation of the service and the implementation of Customer
Relationship Management (CRM) through the utilization of company’s Managemen{
Information System.

Methodology used in this research is a case study, nature of research is
descriptive with qualitative approaches. Structured interview conducted as data
collection technigues.

Result obtained from this research is that the operation of the service has
been supported by online information system only for complaint handling process
still done manually. The implementation of Customer Relationship Management
(CRM) in Mediterranean Shipping Company (MSC) Indonesia has a weakness on the
systems that have not been fully integrated. These weaknesses led to the failure of the
company in meeling customer s specific requirements which eventually result in
loosing customers.

Improvement on the operation of the service for complaint handling process
can be done with the help of CRM application while the improvement of the
implementation of Customer Relationship Management (CRM) can be done by
providing information system that can produce accurate, complete, relevant and
timely information by implementing fully integrated system and or by continuously
updating database information.  Implication for further study is 10 extensively
examine whether by implementation of Customer Relationship Management (CRM),
company benefit at preventing or regaining lost customers.

Key words: Operation of the Service, Customer Relationship Management (CRM),
Management Information System.






ABSTRAK

Penelitian yang dilakukan pada perusahaan pelayaran Mediterranean Shipping
Company (MSC) Indonesia bertujuan untuk mengetahui operasionalisasi layanan dan
pelaksanaan Customer Relationship Management (CRM) melalui pemanfaatan sistem
informasi manajemen pada perusahaan.

Metodologi yang digunakan adalah studi kasus, sifat penelitian deskriptif dengan
pendekatan kualitatif. Teknik pengumpulan data dilakukan melalui wawancara
terstruktur.

Hasil penelitian menunjukkan bahwa operasionalisasi layanan telah didukung
oleh sistem informasi online hanya untuk proses penanganan keluhan masih
dilakukan secara manual. Pelaksanaan Customer Relationship Management (CRM)
pada Mediterranean Shipping Company (MSC) Indonesia masih memiliki kelemahan
pada sistem yang belum terintegrasi secara penuh. Kelemahan-kelemahan tersebut
menyebabkan kegagalan perusahaan untuk memenuhi kebutuhan spesifik pelanggan
yang pada akhirnya mengakibatkan kehilangan pelanggan.

Perbaikan operasionalisasi layanan pada proses penanganan keluhan dapat
dilakukan dengan bantuan aplikasi CRM sedangkan untuk perbaikan pada
pelaksanaan Customer Relationship Management (CRM) dapat dilakukan dengan
menyediakan sistem informasi yang dapat menghasilkan informasi yang akurat,
Jengkap, relevan dan tepat waktu dengan cata integrasi sistem secara menyeluruh atau
dengan terus menerus melakukan pengkinian database informasi. Implikasi untuk
penelitian lebih lanjut yaitu secara ekstensif meneliti apakah dengan penerapan
Customer Relationship Management (CRM), perusahaan dapat mencegah atau
mendapatkan kembali pelanggan yang hilang.

Kata kunci: Operasionalisasi Layanan, Customer Relationship Management (CRM),
Sistem Informasi Manajemen.
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