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PENERAPAN CUSTOMER RELATIONSHIP MANAGEMENT MELALUI PRODUK
T-CASH DALAM MEMBANGUN HUBUNGAN BAIK DENGAN PELANGGAN T-
CASH.

Ulya Adriani

ABSTRAK

Penelitian ini dilatarbelakangi oleh adanya perkembangan teknologi Telekomunikasi saat ini
mengalami pertumbuhan yang semakin pesat dan semakin memunculkan persaingan di
bidang selular untuk itu setiap Perusahaan harus mampu bersaing agar dapat memaksimalkan
pelayanan. Penerapan Customer Relationship Management (CRM) secara tidak langsung
dikatakan sebagai pengkomputerisasian data pelanggan. Hal ini dimaksudkan agar
perusahaan mengetahui apa yang menjadi kebutuhan dan keinginan pelanggan sehingga dapat
terjalin hubungan yang baik dengan pelanggan. Kerangka pemikiran yang digunakan untuk
meneliti customer relationship management menggunakan teori lukas dengan melihat
keberhasilan customer relationship management melalui tiga komponen yaitu: people,
process dan technology Penelitian ini bertujuan untuk melihat penerapan customer
relationship management melalui produk t-cash upaya membangun hubungan baik dengan
pelanggan t-cash. Penelitian ini menggunakan pendekatan kualitatif deskriptif, dengan
Teknik pengumpulan data berupa wawancara dan studi dokumen. Penelitian ini dilakukan
dengan objek penelitian yaitu produk t-cash. Temuan pada penelitian ini dalam menjalin
hubungan baik dengan pelanggan T-cash memberikan pelayanan yang sesuai berdasarkan
SOP vyaitu compalin handling, 1X24 jam keluhan atau masalah yang ada pada pelanggan
harus sudah terselesaikan, untuk itu hasil penelitian yang didapatkan bahwa t-cash mampu
menjalankan hubungan baik dengan pelanggan berdasarkan SOP yang telah diterapkan.

Kata Kunci: Customer Relationship Management, t-cash, pelanggan, hubungan baik
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APPLICATION OF CUSTOMER RELATIONSHIP MANAGEMENT THROUGH T-
CASH PRODUCT TO BUILT GOOD RELATIONSHIP WITH T-CASH CUSTOMER
Ulya Adriani

ABSTRACT

This research is motivated by the development of Telecommunication technology is currently
experiencing rapid growth and increasingly emerging competition in the field of mobile for
that every Company must be able to compete in order to maximize service. Implementation
of Customer Relationship Management (CRM) is not directly said as computerized data
customer. This is so that the company knows what the needs and wants of customers so that it
can be established a good relationship with customers. The framework used to examine
customer relationship management using the theory of lukas by looking at the success of
customer relationship management through three components: people, process and
technology This study aims to see the implementation of customer relationship management
through t-cash products efforts to build good relationships with customers t- cash. This
research uses descriptive qualitative approach, with data collection techniques in the form of
interviews and document studies. This research is done by research object that is t-cash
product. The findings of this study in establishing good relationships with customers T-cash
provide appropriate services based on SOP that is compalin handling, 1X24 hours of
complaints or problems that exist in the customer must be resolved, for that research results
obtained that t-cash able to run good relations with customers based on the SOP that has been
applied.

Keywords: Customer Relationship Management, t-cash, customer, good relationship
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