
xiii 

 

Daftar Gambar 

Gambar 2.1 The Transition to Relationship Marketing………………………….7 

Gambar 2.2 Tiga Streategi CRM Berdasarkan Perkembangan Hubungan dengan 

Pelanggan………………………………………………………….10 

Gambar 2.3 CRM as a cross-functional activity……………………………….12 

Gambar 2.4 The Strategic for CRM…………………………………………….14  

Gambar 2.5 The CRM Strategy Matrix…………………………………………16 

Gambar 2.6 Kepuasan dan Kesetian Pelanggan serta Performa Bisnis………...19 

Gambar 2.7 Empat Konsep (“4P”) dalam Pemasaran………………………….22 

Gambar 2.8 Empat Konsep (“4R”) untuk Mencapai Sukses Pemasaran Berbasis 

Hubungan……………….…………………………………………23 

Gambar 2.9 Use Case Diagram…………………………………………...……38 

Gambar 2.10 Statechart Diagram………………………………………...…….39 

Gambar 2.11 Sequence Diagram……………………………………………….40 

Gambar 2.12 Collaboration Diagram……………………………………...…...41 

Gambar 2.13 Activity Diagram………………………………………...………42 

Gambar 2.14 Deployment Diagram…………………………………………….43 

Gambar 2.15 Package Diagram………………………………………………...44 

Gambar 2.16 Component Diagram……………………………………………..45 

Gambar 2.17 Class Diagram……………………………………………………46 

Gambar 2.18 Kerangka Pemikiran……………………………...……………...49 

Gambar 3.1 Struktur Organisasi…………………………...…………………...55 

Gambar 3.2 Proses Bisnis Lama………………………………………………..59 

Gambar 3.3 Proses Bisnis Baru……………………………...…………………60 

Gambar 4.1 Rancangan Use Case Diagram Pelanggan..……………………….64 

Gambar 4.2 Rancangan Use Case Diagram Administrator…………………….65 

Gambar 4.3 Rancangan Class Diagram………………………………………...67 

Gambar 4.4 Rancangan Sequence Diagram……………………………………68 



xiv 

 

Gambar 4.5 Rancangan Collaboration Diagram………………………………..69 

Gambar 4.6 Rancangan Activity Diagram……………………………………..70 

Gambar 4.7 Rancangan Statechart Diagram Pelanggan………………………..71 

Gambar 4.8 Rancangan Statechart Diagram Administrator……………………72 

Gambar 4.9 Rancangan Component Diagram………………………………….73 

Gambar 4.10 Rancangan Deployment Diagram………………………………..74 

Gambar 4.11 Rancangan Package Diagram……………………………………74 


