IR — PERPUSTAKAAN UNIVERSITAS AIRLANGGA

DAFTAR ISI
HALAMAN JUDUL ...oiiiiiiiiiiiiiinssnssnssnsnnnnsnne i
HALAMAN KTM Lo nssnnsssnsnnnnsnne i
HALAMAN PENGESAHAN ...ttt i
PERNYARTAAN ORISINALITAS ... \Y]
KATA PENGANTAR oottt a e e ae e \
DAFTAR IS e e e e e e as viil
DAFTAR TABEL ....ooiiiiiii s ssnnnnnnnnne X
DAFTAR GAMBAR ..ot Xi
DAFTAR LAMPIRAN .....eutiititiiiiiisssesnsnsssnnssnnnnnsnsnnnnnnnnns Xii
BAB | PENDAHULUAN ....ooiiiiie e 1
1.1 Latar BelaKang .......cccceoiiveiiiie e 1
1.2 Rumusan Masalah ... 6
1.3 Tujuan Tugas AKNIE .......oeeiiieecee e 7
1.4 Manfaat Tugas AKNIF ........cccoviiiie e 7
1.4.1 Bagi MahaSiSWa ........c..cccvuireiiieeiiiie e 7
1.4.2 Bagi UNIVEISITAS ......ccvveeiiiieiiie e 7
1.4.3 Bagi Perusahaan ............ccccuveviieeiiiee e cee e 7
1.5 Rencana Kegiatan Praktik Kerja Lapangan ..........cc.cccccceevivieeinnnnn, 8
1.5.1 Subyek Praktik Kerja Lapangan .........cc.cccccceeviveeiiineeiinnnennn, 8
1.5.2 Objek Praktik Kerja Lapangan ..........cccccocveevivveeiinneeiinnnenn, 8
1.5.3 Jadwal Kegiatan Praktik Kerja Lapangan .............cccccccvee.nne. 8
BAB 11| GAMBARAN UMUM PERUSAHAAN ......ccccooiiiiiiieiie e 10
2.1 Profil PT. Borwita Citra Prima .........cccccocevviiniiinie e 10
2.1.1 Milestone PT. Borwita Citra Prima ...........ccccooevenieiiiennnnnn, 10
2.1.2 Sejarah PT. Borwita Citra Prima ..........ccccccoeveeiiee i, 11
2.2 Visi dan Misi PT. Borwita Citra Prima ...........ccccoevveiiiieeniieenne, 13
2.2.1 Visi PT. Borwita Citra Prima ..........ccccooveeiiiiiiiieeiiee s 13
viii

TUGAS AKHIR IMPLEMENTASI CUSTOMER RELATIONSHIP........ FIKARUL HAMIDAH



IR — PERPUSTAKAAN UNIVERSITAS AIRLANGGA

2.2.2 Misi PT. Borwita Citra Prima ........cccccoevveiiiieniiie e 13
2.3 L0Qg0 PErusanaan ...........cccoevuieiiiiiiieiiieiee e 13
2.4 Struktur Organisasi Perusahaan ............c.cccoovvereenieiiieniee e, 14
2.5 Nilai Dan Budaya Perusahaan ...........c.ccccceviienieiiiieinienieenee e 14
2.6 Produk dan Layanan Perusahnaan ............cccccccoveenieniinninenneenneenns 15
2.7 Penghargaan Perusahaan ...........ccccevvveiieniiieniienie e 18
BAB T PEMBAHASAN ...t 19
BTNt =V o o=V T =T o SRR 19
3.1.1 DISIIIDUSE c.vvveeiiiieciit et 19
3.1.2 Pemasaran Business to Business (B2B) .........cccccovveriieeninnn, 21
3.1.3 Customer Relationship Management ...........ccccoceevvieiiieninen, 24
3.1.4 Loyalitas KONSUMEN .......ccoiiiiiiiiiiiiee e 30
3.1.5 Hubungan Customer Relationship Management (CRM) dengan
LOYAlItAS ..veeevveeeciie e 31
3.2 Pembahasan ..o 33
3.2.1 PT. Borwita Citra Prima Sebagai Pelaku Pasar Bisnis ......... 33
3.2.2 Aktivitas Customer Relationship Management pada PT. Borwita
CIFa PIIMA oo 37
3.2.3 Menjaga Loyalitas Konsumen Pasar Bisnis PT. Borwita Citra
PRIMA it 54
BAB IV SIMPULAN dan SARAN ..ot 58
4.1 SIMPUIAN Lo 58
A2 SATAN .ot e e 59

DAFTAR PUSTAKA

LAMPIRAN - LAMPIRAN

ix

TUGAS AKHIR IMPLEMENTASI CUSTOMER RELATIONSHIP........ FIKARUL HAMIDAH



IR — PERPUSTAKAAN UNIVERSITAS AIRLANGGA

DAFTAR TABEL
TABEL HALAMAN
TABEL 1.1 Jumlah Konsumen BisniS P&G .........ccccoiiviiiiiiiiiiciiceic i, 3
TABEL 1.2 Jadwal Kegiatan Tugas AKNIr .........ccccoiiiiiiiiine 8
TABEL 2.1 Milestone PT. Borwita Citra Prima ..........cccccooovevienciiieinn 10
TABEL 2.2 Nilai Budaya PT. Borwita Citra Prima ............ccccooveviiiiiennnnne 14
TABEL 2.3 Produk dan Layanan PT. Borwita Citra Prima ...........c.ccccecvee. 15
TABEL 3.1 Cluster Konsumen BisniS P&G .........cccovvviiiiiiiiiieiieeee i, 40
TABEL 3.2 Insentif Golden Program ..........cccceevveeiiiee s ciie e 46
TABEL 3.3 Lotsell yang dilakukan PT. Borwita Citra Prima ....................... 48
TABEL 3.4 Tingkatan Program Gillete Gold Rush .........c..ccccoeeviiveviieenen. 49
TABEL 3.5 Data Penjualan 5Top Customer Bintang ...........ccccceevvveeviiveennnen. 50
X

TUGAS AKHIR IMPLEMENTASI CUSTOMER RELATIONSHIP........ FIKARUL HAMIDAH



IR — PERPUSTAKAAN UNIVERSITAS AIRLANGGA

DAFTAR GAMBAR

GAMBAR HALAMAN
GAMBAR 1.1 Grafik Data Penjualan P&G .........ccccoooiiiiiniiiniiccen 5
GAMBAR 2.1 Foto Kantor PT. Borwita Citra Prima ...........ccccoceeevviiieninnn 11
GAMBAR 2.2 Logo PT. Borwita Citra Prima ...........ccccovieiieniieiiieiieninnn 13
GAMBAR 2.3 Struktur Organisasi PT. Borwita Citra Prima ........................ 14
GAMBAR 2.4 Penghargaan PT. Borwita Citra Prima ..........ccccoeevvieniiennnn 18
GAMBAR 3.1 Pembelian Ulang Konsumen Bisnis P&G ..........ccccccvvvieninnnn 35
GAMBAR 3.2 Skema Pembelian P&G melalui sales ............cccooevveiiinnnn 36
GAMBAR 3.3 Skema Pembelian P&G melalui telefon ..........cccccooveiiinenn 37
GAMBAR 3.4 Formulir Pendaftaran ............ccocovveiiiiiniii e 38
GAMBAR 3.5 Contoh Customer Card ..........ccccoovveiieiinieiieie e 40
GAMBAR 3.6 Katalog Produk P&G ..........ccceeiviieiiiiieiec e 43
GAMBAR 3.7 Halaman Website PT. Borwita Citra Prima .............cc.ccoeevene. 44
GAMBAR 3.8 Laman Youtube PT. Borwita Citra Prima ...........ccccceevenenn 45
GAMBAR 3.9 Contoh Display Pajangan P&G ............cccceeviveiviieeiiieciinnn 47
GAMBAR 3.10 Karangan BUNQa ..........cccceeiiiiiiiiiiiiieeesiiiieecee e 51
GAMBAR 3.11 Tampilan Kritik dan Saran dari Website ................cccoceveenn 53
GAMBAR 3.12 Customer Service PT. Borwita Citra Prima ...........cccccoeeuene. 54
GAMBAR 3.13 Data Pembelian Ulang Konsumen Bisnis P&G ................... 56
GAMBAR 3.14 Data Pemesanan Konsumen Bisnis P&G .........c..cccccocveninnn 56
Xi

TUGAS AKHIR IMPLEMENTASI CUSTOMER RELATIONSHIP........ FIKARUL HAMIDAH



IR — PERPUSTAKAAN UNIVERSITAS AIRLANGGA

DAFTAR LAMPIRAN

LAMPIRAN HALAMAN
Lampiran 1 Hasil WaWanCara ............ccooveivieniiiiiesiie e 62
Lampiran 2 Surat Selesai Kegiatan Praktik Kerja Lapangan ..............ccooue..e. 70
Lampiran 3 Kartu KONSUIAST ........cccooviiiiiiiieiicies e 71
Lampiran 4 Buku Harian Kegiatan Praktik Kerja Lapangan ..............cccoc...... 72
Lampiran 5 Form Penilaian Kegiatan Praktik Kerja Lapangan ..................... 73
Lampiran 6 Dokumentasi Kegiatan Kantor ...........ccccccviiiiinniiiniennennenn, 74
Lampiran 7 Dokumentasi WawanCara ............ccceevureiivresiineesieeesieeesieee e 74
Xii

TUGAS AKHIR IMPLEMENTASI CUSTOMER RELATIONSHIP........ FIKARUL HAMIDAH





