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Implementasi Sistem Customer Relationship Management Berbasis Odoo di
PT Retali Mustajab Travel

Muhamad Faisal Rajab

ABSTRAK

PT Retali Mustajab Travel merupakan perusahaan yang bergerak di bidang jasa perjalanan umrah.
Dalam pengelolaan data jamaah, perusahaan masih menggunakan metode manual seperti
Microsoft Excel dan Google Drive, yang rentan terhadap kesalahan input, duplikasi data, dan
kurang efisien dalam proses pencarian informasi. Penelitian ini bertujuan untuk mengoptimalkan
manajemen customer dengan mengimplementasikan sistem ERP berbasis Odoo CRM. Metode
penelitian yang digunakan adalah studi kasus dengan pendekatan kualitatif, melalui observasi,
wawancara, dan dokumentasi. Implementasi sistem Odoo CRM dilakukan dengan melakukan
kustomisasi pada modul CRM agar sesuai dengan alur bisnis perusahaan, termasuk pembuatan
tahapan pipeline yang mencerminkan proses pendaftaran jamaah. Hasil dari penelitian ini
menunjukkan bahwa penerapan Odoo CRM dapat meningkatkan efisiensi pengelolaan data
customer, meminimalkan kesalahan input, dan mempermudah monitoring proses pendaftaran
jamaah secara real-time. Dengan demikian, sistem ERP berbasis Odoo CRM dapat menjadi solusi

efektif dalam mendukung kegiatan operasional PT Retali Mustajab Travel.

Kata Kunci: Sistem ERP, Odoo CRM, Manajemen Customer, Travel Umrah, Otomatisasi Proses
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Implementasi Sistem Customer Relationship Management Berbasis Odoo di
PT Retali Mustajab Travel

Muhamad Faisal Rajab

ABSTRACT

PT Retali Mustajab Travel is a company engaged in umrah travel services. The management of
pilgrim data is still performed manually using Microsoft Excel and Google Drive, which is prone
to input errors, data duplication, and inefficiency in retrieving information. This study aims to
optimize customer management by implementing an ERP system based on Odoo CRM. The
research method used is a case study with a qualitative approach through observation, interviews,
and documentation. The implementation of Odoo CRM involved customizing the CRM module to
align with the company’s business processes, including the creation of pipeline stages that reflect
the pilgrim registration process. The results of this study indicate that the implementation of Odoo
CRM improves the efficiency of customer data management, minimizes input errors, and
facilitates real-time monitoring of the registration process. Therefore, the Odoo CRM-based ERP
system can serve as an effective solution to support the operational activities of PT Retali Mustajab

Travel.

Keywords: ERP System, Odoo CRM, Customer Management, Umrah Travel, Process Automation

viii



Universitas Bakrie

DAFTARISI
Diajukan Sebagai Salah Satu Syarat Untuk Memperoleh Gelar S1...........ccooooviiiiiiiiiiiiiininininneneceenens i
HALAMAN PERNYATAAN ORISINILITAS .. oottt sae e naeennnae e ii
HALAMAN PENGESAHAN ...ttt et e et e e st e e snbe e e snaeeensseeesnsaeenneeeas iii
KATA PENGANTAR ...ttt e et e et e e et e e et e e e s st e e e sst e e e seeeeseeeesseaeennsaeeneaeaneeeas iv
HALAMAN PERNYATAAN PERSETUJUAN PUBLIKASI ........ooiiiiiiiiie e vi
y Y 2 S 2 7 A - SR SPRRSURRSPI vii
Y 2 N 2 7 A O OSSR PPRORRSPR viii
DY 1A = B 1 USSP UPRSPRRSPR iX
D o AN = Y N 1Y 12 N USRS Xii
DA e I A S Y =] ! PSSR PRS Xiv
DAFTAR LAMPIRAN. ..ottt e et e e et e e et e e et e e et e e arte e e astaeesnteeeantaeeanseeennees XV
BAB | PENDAHULUAN. ... ..oiiiiiiiie ittt ettt e e et e e et e e et e e st e e asteeesnteeesnseeeanseeeanneeans 1
1.1 I U7 Ll = =] P2 o 1
1.2 RUMUSAN MBSAIAN.........cooiiiiiiii e ee e 5
1.3 Batasan Masalan............oo e 5
1.4 TUJUAN PENEIITIAN. ....ceii i e e e s s a e e e e e e s s e anreees 5
15 Manfaat PeNeliTian...........oooiiiii e 6
1.6 SISteMAtiKa PENUIISAN...........uiiiiiiii e e e eeee e 6
BAB Il LANDASAN TEORI ...ttt ettt a s a et a e st e et e e et e e antaeesnnaeeannaeans 8
2.1 KerangKa BerFiKiT ... ....oo oo e e s e e e e e e 8
2.2 SISTEMI ERP ...ttt e e e e e et a e e e e e aaeeeas 9
2.2. 1 SOTIWEAIE OO0 .. .. eeiiiiieeei ettt e e e e ettt e e e e e e et e e e e e e e e n 9
2.2.2  Manfaat menggunakan 0do0...........ccccoeiiiiiii 10
2.2.3  KeKUIANGAN OU00. ... .cciiiiiiiiiiiiiie e e e e r e e e e s s e e e e e e e 11
2.3 CRIM ettt ettt ettt e et e e e e nnaeeenes 11
2.3.1  Manfaat CRM Pada BiSNiS...........cuiiiiiiiiiiiiiiiie it naee e 12
2.3.2  Fitur Utama Modul CRM Pada OdO00............uuuieiiiiiiieiiiiiee i 13
2.3.3  Otomasi Proses PENJUAIAN.............ccooiiiiiiiiiii e 14
2.3.4  Manajemen Pelanggan Dan Prospek .............ccoiiiiiiiiiiieece it ae e 16
2.4 T L PP PUTUPPRTPPPPR 18
2.4.1  SAlES FUNBIING.....uviiiiiii e e e e e s r e e e e e 19
2.4.2  Metode PengumpPUIan LEAUS. .........ccooiiiiiiiiiiiie et e e 21
2.4.3  KIGSITIKAST LBAGS ......vvviiieiiiiiie ettt e et e et bee e e 22



Universitas Bakrie

2.4.4  Penanganan LEaAUS............oouuuiiiieeie e ettt e e e s s st e e e e e s e e e e e aa 23
2.5 USEE REGUITEIMENT. ....eiiiiiiei ettt ettt e et e et e et e e e et e e e e e 24
2.5.1  Kategori USer REQUIFEIMENT........eiiie i iiiiiie e ee e e s e e st r e e e e e e e s et rreaeeeea e 24
2.5.2  Metode Identifikasi User REQUITEMENT ...........uvviiiiiiiiiiiiiicee e 25
2.6 THAVEI AGENT. ...ttt et 26
2.6.1  UMran dan Haji......coveiiiiiiii e 27
2.7 MUIEI-LEVETI IMAIKETING . ....eeeiiiiiieeeie e 34
2.7.1  Manfaat Multi-Level Marketing..............cooiiiiiiiiiiiiiceee e 35
2.7.2  Model Multi-Level Marketing..........ccooiuiiioiiiiiieeiiiieee e 36
2.8 Metode ACtION RESEAICN. .........iiiiiiiii s 37
2.8.1  Manfaat ACtioN RESEAICI........coiiiiiiiiiiiii e 37
2.8.2  Kekurangan ACtion RESEAICI...........coiiiiiiiiiiiii e 38
2.8.3  Data KUAITALIT ........c.eeiiiiiiei e 38
BAB 11l METODOLOGI PENELITIAN. ...ttt 40
3.1 JENIS PENEIITIAN. ... e e e a e e e e e e e e e a e 40
3.2 Diagram AN PENUIISAN ......cooiiiiii e 40
3.2.1 Latar Belakang Masalah, Rumusan Masalah, Tujuan dan Manfaat Penelitian............ 41
3.2.2  Melakukan studi lITEFratur ...........cvviiiiiiiicii e 41
3.2.3  DHAGNOSIS. ... teteeitet ettt e e 41
3.2.4  ACHON PIANNING.....oiiiiiiiiiieii et e et e e e e 41
3.2.5  TAKING ACTION ...ttt e ettt et e e et e e e e e 42
32,6 BEVAIUBLING ...ceeiiiei e 42
3.3 LampPiran ValiOdaSi..........oooiuiiiiiiiiiie e 43
BAB IV HASIL DAN PEMBAHASAN. .....ooitit ittt 45
4.1 DHAGNOSHS ...ttt et e ettt 45
4.1.1 Tidak Ada Sistem Centralization Data Leads dan CUSIOMEr .............ccccceeviiiveeriiiineenns 45
4.1.2  Proses Klasifikasi Leads Tidak TerstruKtur............ccccooiiiiiiiiiiiiiieiicecie e 45
4.1.3 Tidak Ada Sistem Pemantauan Performa Mitra.............ccceeviiiiiieiiiiieesiiee e 45
4.1.4  Tidak Ada Mekanisme Pengelolaan Leads RECYCIE ............oeeviiiiiiiiiiiiieeiiiicc e 46
4.2 ACTION PLANNING ...ttt e b e e e e s 46
4.2.1  TUJUAN TINOAKAN ..ottt e e 46
4.2.2  Perencanaan SUMDEE DAYa.........ccuuviiiiiiiiiiiiiiii ettt 46
4.2.3  RUANG LINGKUD ..ottt e e 47
4.2.4  BaAtaSAN OU00.......ccciiiiiiiiiiiiii ettt 47
4.2.5  USEr REQUITEIMENT ......viiiiiiiiteit ettt ettt e ettt e et e e e bereeeen 48
4.2.6  Rencana CUSIOMIZATION. ..........ieiiiiiiies ittt e e e e 49



Universitas Bakrie

A B |V, = g - U TN U] 52
4.3 TAKINGACTION. ...ttt e et e e e bbbt e e e st e et e e 53
4.3.1  Customization Stage pada Pipeling...........cccuviiiiiiiiiiii e 53
4.3.2  Penambahan Status Mitra Dan RECYCIE.............cooiiiiiiiiiiiiice e 63
4.3.3  QuOtation CUSTOMIZALION ........ccviiiiiiiec e e e e e et aaeeeas 69
4.3.4  MANAGE USEI ...ttt e s 82
4.4 EVAIUBLING. ... 84
4.4.1  Evaluasi Efisiensi Waktu dan Skala Kesulitan...............cccccoiiiiiiiiiiiieicceieeee 84
4.4.2  Menghitung Rata-rata Waktu Sebelum dan Sesudah Implementasi..................ccceeenne 87
4.4.3  Menghitung Rata-rata Skala KeSUlitan .............ccccovviiiiiiiiiiiii e 88
4.4.4. Kesimpulan Perbandingan Sebelum dan Sesudah Implementasi...............ccccccoviineenns 88
BAB V KESIMPULAN DAN SARAN ... .ottt 92
5.1 KESTMPUIAN ...ttt e e s 92
5.2 T | = o TP T T TP PPPUTPP PP 93
LAMPIRAN VALIDASI IMPLEMENTASI SISTEM ERP......cccoiiiiiiiiiiiiie e 94
DAFTAR PUSTAKA ittt ettt ettt a st e e eh e e e e bbb e et e e anbeeeaneeas 97

Xi



Universitas Bakrie

DAFTAR GAMBAR
Gambar 1. 1 Gambaran Umum Sistem ERP Od00 ..........cccviiiiiiiiiiieiiiie et 2
GambBar 2. LTIMING IMIBP. ..ottt e et e et e et e e e e 8
Gambar 2.4.1.Sales FUNNEIING..........uuiiie e a e e e s 19
Gambar 2.5.1 User Requirement Non-Fungsional ..............cccccccciiiii 25
Gambar 3.2 Gambar 1 Diagram Alir PENUIISAN. ...........cooiiiiiiiiiiiice e 40
Gambar 3.2.4 Gambar Sistem ArsiteKtur Odo0 CRM ..........ccooiiiiiiiiiiiiieiiiiee et 42
Gambar 4.3.1 Gambar 1 Membuat Field AQE ........uuvviiiiiiiiiic e 53
Gambar 4.3.1 Gambar 2 Membuat Field GENEr ............cccviiiiiiiiiii e 55
Gambar 4.3 Gambar 3 Membuat Field Jenis PakKet.............ccooiiiiiiiiiiiieceee e 56
Gambar 4.3.1 Gambar 4 Membuat Field Umrah .............ccoooiiiiiiiiice e 57
Gambar 4.3.1 Gambar 5 Membuat Field Travel Sebelumnya...............cccccccciiiiii, 58
Gambar 4.3.1 Gambar 6 Membuat field Status Availability...............ccoeeviiiiiiiii 59
Gambar 4.3.1 Gambar 8 Design FOrm Pipelinge..........ccooiuiiiiiiiiiiiiiiiiiice et 60
Gambar 4.3.1 Gambar 8 Design FOrm Pipeline............ccoiiiiiiiiiiiiii e 61
Gambar 4.3.1 Gambar 9 Design Kanban Stage Pipeline ............ccceeeiiiiiiiiiiiiie e 62
Gambar 4.3.1 Gambar 10 Design XML Kanban Stage Pipeline ............cccooouviiiiiiiiiiiiiiiiee e 62
Gambar 4.3.2 Gambar 1 Membuat Field STatUS..............ccoooiiiiiiiiiiiiic e 63
Gambar 4.3.2 Gambar 2 Membuat Field Pilihan Paket...............cccccoiiic e 64
Gambar 4.3.2 Gambar 3 Design FOIrM LEAAS ..........cuuuiiiiiiiiieiiiiii et 65
Gambar 4.3.2 Gambar 4 Design XML FOrmM Leads ...........coccvviiiiieee e 66
Gambar 4.3.2 Gambar 5 Design LiSt LEAAS..........c.uuvviiiiiiiiiiiiiiiiee et 67
Gambar 4.3.2 Gambar 6 Design XML LiStLeads..........cooouviiiiiiiiiiiiiiiee e 67
Gambar 4.3.2 Gambar 7 FOrm Daftar MItra............ccocoiiiiiiiiiiiiice e 68
Gambar 4.3.2 Gambar 8 Design Reporting MiItra.............oooiiiiiiiiiie i 69

Xii



Universitas Bakrie

Gambar 4.3.3 Gambar 1 Membuat Field Jenis Paket...............cccooiiiiiiiiiiiieee e 70
Gambar 4.3.3 Gambar 2 Membuat Field Nama Muthawif 1..............ccooiiiiiiiiiiice e 71
Gambar 4.3.3 Gambar 3 Membuat Field Nama Muthawif 2...............cccciiiiiii e 72
Gambar 4.3.3 Gambar 4 Membuat Field Hotel MakKah..............ccccociiiiiiiiiiiiccce 73
Gambar 4.3.3 Gambar 5 Membuat Field Hotel Madinah..............cccooiiiiiiiiiiiiec e 74
Gambar 4.3.3 Gambar 6 Mmebuat Field HOtel +.............ooooiiiiii e 75
Gambar 4.3.3 Gambar 7 Membuat Field Maskapai BerangKat...............cccccvveeeiiiiiiiiiiiiecee e, 76
Gambar 4.3.3 Gambar 8 Membuat Field Maskapai Pulang..............cccccccccciiiiiiiiii 77
Gambar 4.3.3 Gambar 9 Membuat Field Maskapai +............ccoooviiiiiiiiieiieie e 78
Gambar 4.3.3 Gambar 10 Membuat Field Tanggal Berangkat ..............cccoovvvveiiiiiiiieniiiiiee e 79
Gambar 4.3.3 Gambar 11 Membuat Field Tanggal Pulang............ccccccooiiiiiiiieieiiiiiiiecccee e, 80
Gambar 4.3.3 Gambar 12 Design FOrm Pendaftaran..............coccovveiiiiiieiiiiiiie e 81
Gambar 4.3.3 Gambar 13 Design XML Form Pendaftaran ............c.cccovveeriiiiieiniiiiiee e 82
Gambar 4.3.4 Gambar 1 AKSeS USer Retali............ccooiiiiiiiiiiiiici e 83
Gambar 4.3.4 Gambar 2 AKSES USEI IMITI& .........ocoiiiiiieiiiiiie et 84

Xiii



Universitas Bakrie

DAFTARTABEL
Tabel 4.4.2 Tabel 1 Tabel Rata-rata Waktu Sebelum Implementasi..............ccoceeviiiiiiiiiiiineeiiin, 87
Tabel 4.4.2 Tabel 2 Tabel Rata-rata Waktu Setelah Implementasi.............ccoovvvieiiiiieniiiie, 87
Tabel 4.4.3 Tabel 1 Tabel Rata-rata Skala Kesulitan Sebelum Implementasi...............ccccevvveeeeennn 88
Tabel 4.4.3 Tabel 2 Tabel Rata-rata Tingkat Kesulitan Setelah Implementasi .............cccccccoiiiiinnn. 88
Tabel 4.4.4Tabel 1Tabel Hasil Perbandingan Dari Segi WaKtu..............cccooviiiiiiiiiiciecc 89
Tabel 4.4.4 Tabel 2 Tabel Grafik Perbandingan Waktu..............cccccvveeei i Q0
Tabel 4.4.4 Tabel 3 Tabel Hasil Dari Tingkat KeSulitan...................uuuuiiiiiiiiiiii. 0
Tabel 4.4.4 Tabel 4 Tabel Grafik Hasil Perbandingan Tingkat Kesulitan ..............ccccoooiiiiinnns 91

Xiv



Universitas Bakrie

DAFTAR LAMPIRAN
Gambar Lampiran 1 Validasi User ReqUIrMEeNt...........ccccccciiiiiiicee 9%
Gambar Lampiran 2 Validasi USer REQUINMENT. ..........ccoiiiiiiiiiiiieeiiiie et 95
Gambar Lampiran 3 Data Alumni Retali............oooiiiiiiiiiiiii e 96
Gambar Lampiran 4 Alur Proses CRM Retali ............ccooiiiiiiiiiiiiiic e 9%

XV



