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ABSTRAK

Terdapat hubungan positif antara penerapan CRM perusahaan dan praktik
masalah organisasi, strategis, dan budaya. Tiga isu organisasi seperti integrasi
organisasi, komitmen eksekutif, kesiapan sistem dan tiga isu strategis yaitu visi,
perencanaan, budaya berpusat pada pelanggan, dan dua masalah budaya seperti
jaringan, interaksi manusia, berdampak pada implementasi CRM perusahaan. PT
Toyota Astra Financial Services (TAF) sebagai perusahaan pembiayaan kredit
mobil tentunya juga harus membangun hubungan baik dengan masyarakat pada
umumnya dan target pasar sasaran secara khusus agar produk, jasa serta layanan
perusahaan tersampaikan dengan baik kepada khalayak luas. TAF dipilih karena
pemagang menilai bahwa TAF memiliki CRM yang sangat baik sehingga ingin
mempelajari kegiatan CRM di TAF. CRM di TAF berjalan dengan baik, namun
kendala yang dialami adalah hubungan CRM dengan divisi-divisi lain. Solusi
yang ditawarkan adalah mempererat kerjasama yang baik dengan divisi lain yang
dapat dimediasi oleh manajemen yang lebih tinggi sehingga dapat menciptakan
sinergi antara CRM dengan divisi-divisi lain di TAF.

Kata kunci: Customer Relationship Management, PT Toyota Astra Financial
Services
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AKTIVITAS CUSTOMER RELATIONSHIP MANAGEMENT
PADA PT TOYOTA ASTRA FINANCIAL SERVICES
(Nadia Yuliana Widjaja)

ABSTRACT

There is a positive relationship between corporate CRM implementation and
organizational, strategic, and cultural practice issues. Three organizational
issues such as organizational integration, executive commitment, system
readiness, and three strategic issues, namely vision, planning, customer-centric
culture; and two cultural issues such as networking, human interaction, impact
the company's CRM implementation. PT Toyota Astra Financial Services (TAF)
as a car credit financing company must of course also build good relationships
with the community in general and the target market in particular so that the
company's products, services and services are well conveyed to a wide audience.
TAF was chosen because the author considered that TAF had very good CRM so
he wanted to study CRM activities at TAF. CRM at TAF is running well, but the
problem experienced is CRM's relationship with other divisions. The solution
offered is to strengthen good cooperation with other divisions which can be
mediated by higher management so that it can create synergy between CRM and
other divisions in TAF.

Keywords: Customer Relations Management, PT Toyota Astra Financial Services
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