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ABSTRAK

Sekarang ini perusahaan akan melakukan apapun untuk bisa bersaing
dengan perusahaan lainnya. Customer Relationship Management (CRM) menjadi
acuan bagi perusahaan yang ingin mengubah strategi pemsaran konvensional
menjadi modern. Penelitian ini bertujuan untuk: 1) Mengetahui bentuk Customer
Relationship Management (CRM) berbasis aplikasi yang dilakukan oleh Fore
Coffee, dan (2) Mengetahui tantangan dan hambatan PT Fore Coffee Indonesia
dalam persaingan bisnis start up bermodel kedai kopi di Indonesia.

Penelitian ini menggunakan pendekatan deskriptif kualitatif. Subyek dalam
penelitian ini adalah Digital CRM Manager, Area Manager, dan pelanggan Fore
Coffee. Sumber data atau informan dipilih secara purposif dengan syarat informan
yang mengalami secara langsung peristiwa yang menjadi fokus penelitian, mampu
menceritakan kembali peristiwa yang dialaminya, dan bersedia dijadikan informan
penelitian. Teknik pengumpulan data dalam penelitian ini menggunakan metode
wawancara dan observasi non partisipan, dan dokumentasi. Teknik analisis data
menggunakan tiga alur kegiatan yaitu : reduksi data, penyajian data, dan penarikan
kesimpulan atau verifikasi.

Hasil penelitian ini mendeskripsikan tentang pelaksanaan Customer
Relationship Management (CRM) berbasis aplikasi Mobile di PT. Fore Coffee
Indonesia dan implementasi Customer Relationship Management (CRM) yang
selalu beriringan pada setiap proses jual beli yang terjadi di Fore Coffee. Serta
tantangan yang dihadapi PT. Fore Coffee ialah persaingan dalam teknologi (fitur
dan promo) yang dilakukan oleh kompetitor lain.

Fore telah menyediakan customer experience yang berbeda yaitu mudah,
cepat, nyaman dan menyenangkan melalui aplikasi mobile yang berfungsi sebagai
media pemasaran digital strategi CRM.
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ABSTRACT

Nowadays the company will do anything to compete with other companies.
Customer relationship management (CRM) become a reference for company that
wants to change into a modern conventional marketing strategies. This research
aims to : 1) Knowing The Shape of Customer Relationship Management (CRM)
Based on Mobile Aplication conducted by Fore Coffee, and 2) Knowing the
challenges and obstacles of PT Fore Coffee Indonesia in the competition for start
ups coffee shop in Indonesia.

This research use descriptive qualitative approach. The subjects in this study
were the Digital CRM Manager, Area Manager, and Fore Coffee customers. Data
sources or informants are purposively selected on the condition that informants
who had an experience firsthand the occation that are the focus of the research, are
able to describe the occation they have experienced, and willing to be the research
informants.

Data collection techniques in this study are used interviews and non-
participant observation, and documentation. The data analysis technique are used
3 activities flow, there are: data reduction, data display, conclusion Drawing and
Verifying.

The results of this research describe about the planning of Customer
Relationship Management (CRM) Based on Mobile Aplication at PT. Fore Coffee
Indonesia and Customer Relationship Management (CRM) Implementation which
always goes hand in hand in every buying and selling process that occurs at Fore
Coffee. As well as the challenges and obstacles faced by PT. Fore Coffee is the
competition in technology (features and promos) by other competitors.

Fore has provided a different customer experience that is easy, fast,
convenient and fun through a mobile application that functions as a digital
marketing medium for the CRM strategy.
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