DAFTAR ISI

KATA PENGANTAR soovimvnss sssssscisisisssaiss e st asesviisovisonimstisonssirmiss i
A BS T REA Kotsisnussssvsmnavssissssisssssssin et svisssssessisssssssssesssois s sioasisse seasisss ii
DIAFTAR TS ciucwscossssacissrssssiisssssssssssesvissssss sssmssesivsiss s oo iessissiascas iniuaniasvs iv
DARTAR ISTILAH DAN SINGERATAN ..o inavia viii
DAFTAR. TABEL.ccivuusinimsisisisssssssssssssiss srasssssssssssian s i34 s iiss s ssaiassasesaioriess xi
DABTAR GAMBAR ..ocvusussunsisssnsssssimiss s s bueasoms soessn o sisisssstswiaovassisiosssssasatss xii
BAB 1 PENDAHULUAN ...cccuvscastismsmmnsmsissesssrstassssissiersasoiions 1
1.1 Tinjauan Terhadap Objek Studi.......cciccisiinsiinsiriissssenesssssssessusassonseansases 1
1.2 Latar Belakang Masalah ...t 4
1.3 Perummisan Masalahi....uusawnminanamaumsssmsssismsre 12
14 Thjuaty PetielIAN ..o it Sehiss s osesivs e s 12
1.5 Keguiaan Penelifian . .....cuammmmini i i i i 13
1.6 Batasa Peieltiai oonesnmsssmissmmmimms mssnimsmeimi s 13
BAB II TINJAUAN PUSTAKA .ccocrorreesesosseesesessesoesrseesosesesernerees 15
2.1 (StndT T eI . cv.cnmmigiesasmmmsonsssssonssimpemsnres s sns e in e A TR 15
2.1.1 Ringkasan Studi Terdahulu Pertama............cccceeeeerevernrnssesssnsnseneens 15

2.1.2 Ringkasan Studi Terdahulu Kedua ...........cccovneriminvrirnsnresesieens 18

2.1.3 Ringkasan Studi Terdahulu Ketiga.........c.coooinminisnnnincinncnnnns 22

2.1.4 Resume Studi Terdahulu.........cccovvreeiiinininnniiisinicssincsnncesnaenas 25

iv



2.2 Konsep Manajemen Strategi........ccovereemsmemeecermsenennerenessssssssssssssassssssnesens 27
2.2.1 Dimensi Strategi ( Strategy Dimension ) ............cccvvnecucsincecnnes 27
2.2.2 Formulasi Strategi (Strategy Formation )...........cccoovmmrnciicnncannnaes 32
2.2.3 Peta Strategi ( Strategy Map ) ............ocvuvsiniusresisinssnnnserssssensssnens 37

2.3 Customer Relationship Management (CRM) .........ccoeeencinneeiiencnnnns 38
2.3.1 Definisi Customer Relationship Management (CRM).................... 40
237 TOI0A CRIM ccciciainvissaismssvenssisisasieiss s sisssiitos soissisytss 41
238 ATSHEKIUT CRIM c.iiinsveinesssndsmuionsioisi isinisisstosiis sos st isesses06d 42
234 The CRM Business Cyele..usunssiusmspsnsissssivaisy 46

2.4 Intercarrier Business di TELKOM — Divisi CIS .......cccooevrvirnnnninrennnes 49
2.4.1 Layatat Jnfercarrier Traffic.....vessimisismissisisssissisissssiss 50
2.4.2 Layanan Intercarrier Network Service ...........ceeveveniescsssesnennns 54
2.4.3 Layanan Intercarrier Value Added Service & Multimedia............. 55

2.5 Keranoka PeniKiTal . mvmmmisiimsiisimisiuistomissimissbbiitoimn 57

BAB Il METODE PENELITIAN.......cccsiusisissssnsissasasssssnsississassisiorssssssnsnsisnasssns 60

31 JerIls PEIMOITEIRN uvicvisususssssnsisbenstssaosss syastsns it sissm st eSS s 60

3.2 Tahapan PeHElIAN v .oouoosmsssimmss s it e esnsd 60

3.3 Operasionalisasi Variabel.......uuwaiissmissniisiismmmssimn 02

3.4 Metoda Pengumpulan D8 ........cccciviamimissmsiosasiismssisssinscanionssinsisisniasin 63

38 T VAATES: o oo s o S s s wvss 67

3.6 Metoda Analisa Data Kualitatif............cccommmnnnnncscsnnincsnnsssnscssssnens 67
3.6.1 Dala Reduction (Reduksi IIata) ... ..ecessiciminisssiissasisnasss sy 68
3.6.2 Data Display (Penyajian Data) ...........coeeeecvcincnniiinissicsiscsccnanans 68
3.6.3 Conclusion Drawing / Verifieation............nveesvsserersrenssnnnns 69

3.7 Metoda Analisa Lingkungan EKSternal .........cccoovermensncnnsnsssnensnesennenes 69

3.8 Metoda Analisa Lingkungan Internal ............cccovveemrrrerenmsmseseenenereresssnsnsens 70



BAB IV ANALISIS HASIL PENELITIAN .......cooinncceeenensnsae s eneanens 72

4.1 Identifikasi Kebutuhan CRM Divisi CIS.........cooooierinrceeeercreeeeeenenee 72
411 Visi dan MISTDIVIST CIS. . covcciminmicissrunmmsississsiimi 72

412 Strvtegh DIvIsl CIB ....oovniniomssmsisiusssssissassnsiosmasonisinsssimibintes 73

4.1.3 Tujuan Implementasi CRM di Divisi CIS.......ccooovneinincnnnnn. 74

4.1.4 CRM Business Cycle di Divisi CIS........ccccoineninniiiiiinnns 75

4.1.5 Resume Identifikasi Kebutuhan CRM di Divisi CIS....................... 89

4.2 Analisa Lingkungan EKsternal.........c.cccoourviiiiiinincccisnnnnsensseseasseseas 92
4.2.1 Lingkunpan MAKIO i....ciuismscaimsissismessnisinssssmissrsinssssnssssns 92

4.2.2 Lingkungan Industri... ssissssssssssssssssisiiss YOO

42.3 Resume Analisa ngkungan Eksternal ........................................ 102

4.3 Analisa Lingkungan Internal ............ccooevirmemnmeemcieneceeeeeecs e 103
4.3.1 Tangible ReSOUFCesS....osciasiiiisisisismnissossossssasininnssasnonsanssnasinni 104

432 Intangible ROSOUICES....csicsumsiscictuisisisrissssamsssisssrpsissnssesnasisisen 109

4.3.3 Rencana “GO WHOLESALE” Divisi CIS........cococousrurnsnersesresnas 113

4.3.4 Resume Andlisa Lingkungan Internal...........cococoverneniiriveneianannns 114

4.4 Formulasi Strategi Pengembangan CRM Divisi CIS ... 115
4.4.1 Model Genetik CRM Busines Cycle Divisi CIS ...........ccccccucueee 115

4.4.2 Srategi Pengembangan Sistem CRM Divisi CIS ............cccoeeuenee 125

4.4.3 Srategy Map Pengembangan Sistem CRM Divisi CIS.................. 133

BAB V KESIMPULAN DAN SARAN....c.comirininirinimincacesnssssss s ssssssesesens 138
5.1 RPN s iismisisiisisiiomioisdyaississaiing s sasreasasssassaias 138
52 SAPSHSGAIIN oo s e s e L A 140
DAFTAR PUSTAKA e sesssessesssemeeesessessesesssessesssssssssssssssoee 142
DAFTAR PERTANYAAN FGD......oooocecororeveerrsssssessssssessssssssssssssssssssenesee 145
DAFTAR PERTANYAAN IN-DEPTH INTERVIEW ........ccceovmmvmninnnrnicnnen. 147



RINGKASAN HASIL FGD ......ccosesieuirnriesssinsssnnssssssssnasssssssnssssssssssnsassssssssasasss 148

RINGKASAN HASIL IN-DEPTH INTERVIEW ..o 151
DAFTAR KODE PENELITIAN .....cocoirmerteeeteeeeitite s astas s sssensnsssesnsssnsescases 155
DAFTAR PESERTA FGD .....cicccsiuinissusioresuasinssarsisnssessissssnasssnssnsssansasarscssassssascss 156

vii



