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EVALUASI TINGKAT KESIAPAN PENERAPAN SISTEM CUSTOMER
RELATIONSHIP MANAGEMENT STUDI KASUS: PT HALIM LESTARI
MANDIRI
Jevinka lIsabelle

ABSTRAK

Untuk mencapai keunggulan organisasi, anggota perusahaan perlu bekerja keras
bersama untuk mencapai tujuan strategis suatu perusahaan secara keseluruhan.
Penelitian ini bertujuan untuk menentukan pengaruh model Mckinsey 7s terhadap
evaluasi tingkat kesiapan perusahaan PT Halim Lestari Mandiri. Framework
Mckinsey's 7s termasuk structure, strategy, shared value, systems, style, staff, dan
skills. Penggunaan McKinsey 7S's Strategic Readiness Survey dilakukan untuk
mengukur tingkat kesiapan perusahaan sebelum menerapkan sistem Customer
Relationship Management. Pemilihan sampel Focus Group Discussion yaitu
sebanyak 5 orang yang merupakan karyawan dari PT Halim Lestari Mandiri. Data
dari hasil diskusi menunjukkan bahwa keadaan perusahaan saat ini belum siap
untuk menerapkan sistem CRM dan telah memulai beberapa tindakan
penyelesaian permasalahan. Survei Kesiapan dengan menggunakan kerangka
kerja McKinsey dilakukan untuk mengevaluasi keadaan faktor-faktor yang saat
ini  mempengaruhi  operasional perusahaan. Hasil dari analisis data
mengungkapkan bahwa terdapat 4 faktor dari survei kesiapan yang siap dan
terdapat 3 faktor yang belum siap melakukan penerapan sistem CRM.
Berdasarkan hasil tersebut, rekomendasi untuk perusahaan yaitu melakukan
tinjauan lebih mendalam mengenai implementasi sistem CRM karena sedari awal
perusahaan tersebut belum mengadopsi teknologi informasi. Rekomendasi lain
yaitu melakukan penyusunan struktur perusahaan agar dapat meningkatkan
efisiensi perusahaan. Penelitian ini merekomendasikan perusahaan untuk
melakukan konsultasi mengenai penerapan sistem yang akan dilakukan serta
rincian biaya karena penelitian ini terdapat batasan dalam hal rincian biaya.
Rincian biaya yang dikonsultasikan berupa biaya dari awal penerapan hingga
melakukan perancangan dan implementasi sistem serta biaya yang mungkin
dikeluarkan saat terjadi kegagalan ditengah-tengah implementasi sistem. Dengan
rekomendasi ini, maka perusahaan bisa mempersiapkan biaya lebih untuk
menerapkan sistem CRM.

Kata kunci: Customer Relationship Management, McKinsey 7S’s Framework,
Profile Sheet
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EVALUATION OF THE LEVEL OF READINESS FOR THE
IMPLEMENTATION OF THE CUSTOMER RELATIONSHIP
MANAGEMENT SYSTEM CASE STUDY: PT HALIM
LESTARI MANDIRI

Jevinka Isabelle

ABSTRACT (English)

To achieve organizational excellence, company members need to work hard
together to achieve the strategic goals of a company as a whole. This research
aims to determine the influence of the Mckinsey 7s model on evaluating the level
of readiness of the company PT Halim Lestari Mandiri. Mckinsey's 7s framework
includes structure, strategy, shared values, systems, style, staff, and skills. The use
of McKinsey 7S's Strategic Readiness Survey was carried out to measure the level
of company readiness before implementing a Customer Relationship Management
system. The Focus Group Discussion sample selection was 5 people who were
employees of PT Halim Lestari Mandiri. Data from the results of the discussion
show that the company's current situation is not ready to implement a CRM
system and has initiated several problem-solving actions. A Readiness Survey
using the McKinsey framework was conducted to evaluate the state of factors
currently influencing company operations. The results of data analysis revealed
that there were 4 factors from the readiness survey that were ready and there
were 3 factors that were not ready to implement the CRM system. Based on these
results, the recommendation for companies is to conduct a more in-depth review
of the implementation of the CRM system because the company has not adopted
information technology from the start. Another recommendation is to organize the
company structure in order to increase company efficiency. This research
recommends that companies carry out consultations regarding the
implementation of the system to be carried out as well as detailed costs because
this research has limitations in terms of detailed costs. Details of the costs
consulted include costs from the start of implementation to designing and
implementing the system as well as costs that may be incurred if a failure occurs
in the middle of system implementation. With this recommendation, companies
can prepare for more costs to implement a CRM system.

Keywords: Customer Relationship Management, McKinsey 7S’s Framework,
Profile Sheet
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