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PENGGUNAAN APLIKASI CUSTOMER RELATIONSHIP
MANAGEMENT “ZENDESK” PENGARUHNYA TERHADAP KINERJA
TIM CUSTOMER EXPERIENCE

(STUDI KASUS PADA PT. JOJO NOMIC INDONESIA)

Husni Ridwan

ABSTRAK

Penelitian ini bertujuan untuk mengetahui bagaimana penggunaan aplikasi
customer relationship management “Zendesk” pengaruhnya terhadap kinerja tim
customer experience pada studi kasus PT. JOJO NOMIC INDONESIA. Penelitian
ini bersifat kualitatif dimana untuk mendapatkan data primer digunakan metode
wawancara terstruktur. Peneliti mewawancarai tiga orang karyawan yang terlibat
dalam tim customer experience PT. JOJO NOMIC INDONESIA dan
mewawancarai satu orang triangulator untuk memvalidasi beberapa penyataan
informan. Dalam penelitian ini ditemukan bahwa seluruh informan menyatakan
aplikasi CRM “Zendesk” mempermudah dan membantu meningkatkan kinerja tim

customer experience PT. JOJO NOMIC INDONESIA.

Kata Kunci : Customer Relationship Management, Zendesk, Kinerja Tim.
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USE OF CUSTOMER RELATIONSHIP MANAGEMENT
APPLICATION “ZENDESK” EFFECTS ON THE CUSTOMER
EXPERIENCE TEAM PERFORMANCE

(CASE STUDY AT PT.JOJO NOMIC INDONESIA)

Husni Ridwan

ABSTRACT

This study aims to find out the use of customer relationship management
application "Zendesk" effects on the customer experience team performance, in the
case study of PT. JOJO NOMIC INDONESIA. This research is qualitative in that
to obtain primary data, a structured interview method is used. The Researchers
interviewed three employees who were involved in the customer experience team of
PT. JOJO NOMIC INDONESIA and interviewed one triangulator to validate
several informants' statements. In this study it was found that all informants stated
that the CRM application "Zendesk” made it easier and helped improve the
performance of the customer experience team of PT. JOJO NOMIC INDONESIA.

Keywords: Customer Relationship Management, Zendesk, Team Per
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