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Mengukur Kesuksesan Implementasi Modul Customer 

Relationship Management (CRM) Terhadap Organizational 

Impact Pada PT Sysware Indonesia 

 (Michael) 

ABSTRAK 

 

 Penelitian ini meliputi proses bagaimana mengetahui kesuksesan implementasi sebuah 

software CRM di Perusahaan Syware Indonesia bernama SysCRM. CRM adalah pendekatan 

strategis yang digunakan oleh organisasi untuk membangun dan memelihara hubungan yang 

berkelanjutan dengan pelanggan. Dalam era bisnis yang semakin kompetitif, CRM menjadi 

krusial karena membantu organisasi untuk memahami kebutuhan dan preferensi pelanggan, 

meningkatkan retensi pelanggan, dan meningkatkan kepuasan pelanggan. Dengan 

menggunakan teknologi informasi dan data pelanggan yang terintegrasi, CRM 

memungkinkan organisasi untuk mengidentifikasi, menganalisis, dan merespons interaksi 

pelanggan dengan lebih efektif. Dengan itu penelitian ini dilakukan untuk menentukan 

apakah system CRM yang sudah diimplementasi berpengaruh kepada perusahaan. Metode 

atau teori utama penelitian ini berdasarkan Delone and Mclean IS model. Model ini 

merupakan Model yang dapat menggambarkan hubungan antara berbagai faktor yang 

mempengaruhi keberhasilan sistem informasi, termasuk kualitas sistem, kepuasan pengguna, 

manfaat bersih, dan faktor organisasional lainnya. Dalam penelitan ini juga menambahkan 

beberapa variable mendukung seperti Ease of Use, ICT Infrastructure, ICT Skill, Information 

Quality, Inter Organizational Impact, Organizational Impact, Percieved Usefullness, Service 

Quality, System Quality, Top Management Support, Training, User Satisfaction, dan 

Workforce Skill. Hasil dari penelitian ini mengungkapkan beberapa hal menarik seperti 

Tingkat reliabilitas data yang didapat, Tingkat signifikasi data, dan juga Tingkat data dapat 

berkorelasi satu sama lain. Data yang sudah terkumpul di penelitan ini menunjukan bahwa 

inter organization impact dan perceived usefulness memiliki impact penting terhadap 

organization impact. 
 

 

Kata kunci: CRM, IS Model, Inter Organization Impact, Organization Impact 
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Mengukur Kesuksesan Implementasi Modul Customer 

Relationship Management (CRM) Terhadap Organizational 

Impact Pada PT Sysware Indonesia 

 (Michael) 

 

ABSTRACT (English) 

 

This research encompasses the process of determining the success of implementing a CRM 

software at Sysware Indonesia Company called SysCRM. CRM is a strategic approach used 

by organizations to build and maintain sustainable relationships with their customers. In an 

increasingly competitive business environment, CRM becomes crucial as it helps 

organizations understand customer needs and preferences, enhance customer retention, and 

improve customer satisfaction. By utilizing integrated information technology and customer 

data, CRM enables organizations to identify, analyze, and respond to customer interactions 

more effectively. Therefore, this research is conducted to ascertain whether the implemented 

CRM system affects the company. The main method or theory of this research is based on the 

Delone and McLean IS model. This model is capable of depicting the relationships between 

various factors that influence the success of information systems, including system quality, 

user satisfaction, net benefits, and other organizational factors. This study also adds several 

supporting variables such as Ease of Use, ICT Infrastructure, ICT Skill, Information Quality, 

Inter-Organizational Impact, Organizational Impact, Perceived Usefulness, Service Quality, 

System Quality, Top Management Support, Training, User Satisfaction, and Workforce Skill. 

The findings of this research reveal several interesting points such as the level of reliability 

of the obtained data, the significance level of the data, and the level of correlation between 

the data. The data collected in this study indicate that inter-organizational impact and 

perceived usefulness have a significant impact on organizational impact. 

 

Keywords: CRM, IS Model, Inter Organization Impact, Organization Impact 
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