Daftar Isi

Judul Luar
JUAUT DaIAM. .. e e e e e i
Halaman PersetUjuan........ovu i et e e e e e e e e e iii
Lembar Pengesahan Pengujian Sidang..........ccoeeveriiiiieiiiiieciiiee e e, iv
Lembar Pernyataan Keaslian..............ooooiiiii i e \Y
ADSEFAK . L. e Vi
Kata PeNGaNTar. .. ...t et e e e e e vii
DAftar ISi...ee e iX
Daftar Table.... ..o Xii
Daftar Gambar.............oveiiriiiii e G X
Daftar Lampiran. .. ....c.oe it et e e XV
Bab 1 Pendahuluan..........cooouiriie e e 1
1.1 Latar Belakang.......o.oeoviieiiiiie e e e e e e 1
1.2 Identifikasi Masalah..............cooeiiiiii 2
1.3 Tujuan Penelitian.......c.c.ooiiie i e 2
1.4 Manfaat Penelitian...........c.ovviiriiininii e 3
Bab Il Landasan Teori dan Kerangka Pemikiran................cooooiiiiininennn. 4
2.1 ANALISIS. . et cen e e 4
2.2 CRM (Customer Relationship Management)................cocveueee. 4
221 Definisi CRM......iiii i 4
222 Asal-USUI CRM........cooiiii e, 5
2.2.3Jenis-jeniS CRM.......cooiviiiiii i 8
224 Strategi CRM....o.iviiiiiie e e e 9
2.2.5 Arsitektur CRM.......ooiiiiiiii e e 16
2.3 Kepuasan Pelanggan.......c.oouvuieineveeiiiiie et e e 17
2.4 Perilaku KONSUMEN.......uviie it et 19
2.5 PeMASAIAN. ... 21



2.6 Cross-SelliNg.......oeiviie i 23

2.7 JBSA. .. e e 24
2.8 Sistem Informasi (Information System)..............cccoieviinnen. 30
2.8.1 Pengertian Sistem..........cccoiiiiiiiie i e 30

2.8.2 Pengertian Informasi...........ccoooviiiiii i 31

2.8.3 Pengertian Sistem Informasi..................ccoeene 31

2.9 Interaksi Manusia dan Komputer (IMK)...........cccviiiiiiinnnn 33
2.10 Basis Data (Database)..........oeveuieiiie i e e 34
211 INTBIMEL. .. e e e 35
2.12 Elemen dan Aplikasi Internet.............ccooeiiiiiiiiic i 35
2.12.1 Protokol Internet............cooeoiivi i e, 35

2.12.2 URL (Uniform Resource Locator)..................... 35

2.12.3 E-mail (Electronic Mail)................coeeviinnnn 35

2.12.4 WWW (World Wide Web)..........oooiiiiiininen. 36

2.12.5 HTML (Hyper Text Markup Language)............... 36

2.12.6 DNS (Domain Name System)..........cccevvevivnnnn. 36

2. L3 B e 36
2.14 UML (Unified Modelling Language)..........ocvevvevieiniennnn 37
2.15 ANalisis SWOT ... vuii et 46
2.16 DIBAMWEAVET ... . e vt eeee et et e et e e e e e eieae e 47
2 LT PHP 48
2A8 XAMPP . L. 48
209 MYSQL e, 48
2.20 Kerangka Pemikiran.............cooiiiiiiiiiiii e, 49
2.21Methodologi  Perencanaan  atau  Pengembangan  Sistem
INFOMMAST. ..o e 51

Bab I11 Gambaran Umum Responden...........cooeiiiieiiiiiiiiee e e 53
3.1 Gambaran Umum Perusahaan..............cooviivieieiinneneecenn, 53
3.1.1 Latar Belakang Perusahaan...............cocveevnenennas 53



3.1.2Visi dan MiSi...coiviie i e, 54

3.1.3 Struktur OrganiSasi.........covoeeeereneaene e eenenn. 55

32 Proses BiSNiS. .. ..vuuieiie et et e 59

33 Analisis Masalah.............ooviiiiiiii 61

3.4 Rencana Solusi Pemecahan.............ccoovvvieiiiiiiine e, 62

Bab 1V Hasil dan Pembahasan.............co.ooiiii i 63
4.1 Perancangan ApliKasi............ooviviviiii i, 63

4.1.1 Use Case Diagram..........cooeeiuiieieiie e aenennn 63

4.1.2 Class Diagram.........c.oeeeruieeeieaeie e aaaeae s 65

4.1.3 Sequence Diagram..........oooeviiiiieiiiiee e e 66

4.1.4 Collaboration Diagram............ccoeeiiuiieiinennnnn. 66

4.1.5 Activity Diagram...........coooiie i 66

4.1.6 Statechart Diagram..........cooeviviiiieriiiiencinee e, 71

4.1.7 Component Diagram.........ccoeeeveviiieiiiiniievenann 72

4.1.8 Deployment Diagram............c.oeviviniiininiianennnnns 73

4.1.9 Package Diagram.........ccouveverievininiieiiinenannnn, 73

Bab V Simpulan dan Saran....... ... 77
Bl SIMPUIAN. .. 77

B2 SAMAN. ...ttt e e 78

5.3 Keterbatasan SKripSi..........ovuvevieiiniiiii e 78

Daftar Pustaka
Daftar Riwayat Hidup

Lampiran

Xi



