


 

 

 
Universitas Katolik Parahyangan 

Fakultas Ilmu Sosial dan Ilmu Politik 
Program Studi Ilmu Administrasi Bisnis 

 

Terakreditasi A 

SK BAN – PT NO: 468/SK/BAN-PT/Akred/S/XII/2014 

 

Rancangan Sistem CRM pada  
Restoran Z di Kota Bandung 

 

Skripsi 
 

Oleh 

Nancy Giovani 

2015320032 

 

Pembimbing  

Dr. Agus Gunawan, S.Sos., B.App.Com., MBA., M.Phil., 

 

Bandung 

2019 







 

ii 

ABSTRACT 

 

 

Name : Nancy Giovani 

NPM : 2015320032 

Title  : System Design at Z Restaurant in Bandung City 

  The culinary business in Indonesia is growing and based on data from the Indonesian 
Creative Economy Agency culinary business is included in the top 3 biggest contributors in the 
creative economy sector. In addition, the Indonesian culinary sector has grown an average of 7 to 
14 percent per year in the last five years. Similar with the restaurant business in the city of 
Bandung with it’s populous the greater the opportunity for investor to invest their capital in the 
restaurant sector and increase competition. 
  All this time, Restoran Z  gave the same promo to everyone, even though not all of them 
appreciate the promo. 
 The challenge for Restoran Z is to keep existing customers back, re-contact customers which sales 
are starting to fall. CRM makes Restoran Z able to find out who are the main individual  customer 
groups that must be given promos according to their characteristics. For example, the promo given 
is a package of bundling food that they likes with other food categories so they will get cheaper 
prices. 
    This research is qualitative with the type of Analytical Descriptive research, and case study 
method, with the technique of collecting observation and interview data. The data processing 
method is MIT 90's Framework and Analysis 5 Forces Porters and BPMN to understand the 
situation and then involve a CRM system. All sales data are processed to Transaction Process 
System and are stored and recorder at MIS. 
   TPS contains customer identification data sourced from the customer's cellphone number 
that is recorded and processed into membership status for the owner, in which there are sales 
transaction data which are then processed into Customer Preference Data. MIS contains complete 
information from each individual in the form of a favorite menu, arrival time and preferred 
approach, data is processed to obtain Customer Knowledge. 
    Therefore, the CRM system automatically contains data in the form of customer sequences 
based on Contribution Margin. It sorted by The highest contribution to Restoran Z's income for it 
easy to understand for the employees. It is displayed in the CRM Dashboard and is helpful so that 
employees know automatically when a customer arrives which menus should they offer, when is 
the right time to give offerings and  who they should reached by which approach method. 
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