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ABSTRAK

Persaingan di industri event sangat ketat, terutama di antara kontraktor pameran. PT.
Wanindo Prima berusaha tetap kompetitif dengan menerapkan Customer Relationship
Management (CRM) untuk mengelola hubungan pelanggan dan mengumpulkan
informasi kebutuhan mereka. Penelitian ini bertujuan untuk mengidentifikasi serta
menganalisis penerapan Customer Relationship Management: People, Process, and
Technology (Kumar & Reinartz, 2018). Metode penelitian yang digunakan adalah
metode deskriptif dengan pendekatan kuantitatif dengan menggunakan alat
pengumpulan data yaitu kuesioner atau angket dengan sifat tertutup. Adapun
pengumpulan sampel menggunakan purposive sampling dengan teknik non probability
sampling. Penelitian ini menggunakan rumus Krejcie and Morgan guna menetapkan
jumlah sampel, dengan sampel yang diambil berasal dari pengguna jasa kontraktor
event pameran di PT. Wanindo Prima tahun 2023. Data yang didapat diolah dengan
menggunakan software Microsofi Excel dan SPSS Statistics. Hasil penelitian
menunjukkan bahwa pelanggan menilai bahwa aspek people, process, dan technology
di PT. Wanindo Prima secara keseluruhan sudah cukup baik dalam mendukung
tercapainya kepuasan pelanggan, meskipun masih ada ruang untuk peningkatan dalam
hal profesionalisme staf, kecepatan respons, dan pengembangan teknologi yang lebih
user-friendly. Rekomendasi yang dapat diterapkan oleh perusahaan ialah peningkatan
keterampilan SDM melalui pelatihan komunikasi dan studi kasus, penambahan
karyawan untuk meningkatkan pelayanan, penyusunan SOP yang lebih rinci,
penggunaan sistem manual untuk keamanan data pelanggan, serta pengaktifan kembali
dan peningkatan responsivitas website perusahaan untuk memudahkan akses informasi
bagi pelanggan.

Kata Kunci : Customer Relationship Management (CRM), People, Process,
Technology, Kotraktor Event Pameran
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ABSTRACT

Competition in the events industry is fierce, especially among exhibition contractors.
PT Wanindo Primais trying to stay competitive by implementing customer relationship
management (CRM) to manage customer relationships and gather information on their
needs. This research aims to identify and analyze the implementation of Customer
Relationship Management: People, Process, and Technology (Kumar & Reinartz,
2018). The research method used is a descriptive method with a quantitative approach
using a data collection tool, namely a questionnaire or questionnaire with a closed
nature. The sample collection used purposive sampling with a non-probability
sampling technique. This study uses the Krejcie and Morgan formula to determine the
number of samples, with samples taken from users of exhibition event contractor
services at PT Wanindo Prima in 2023. The data obtained is processed using Microsoft
Excel and SPSS Statistics software. The results showed that customers considered that
the people, process, and technology aspects at PT Wanindo Prima were overall quite
good in supporting the achievement of customer satisfaction, although there is still
room for improvement in terms of staff professionalism, response speed, and the
development of more user-friendly technology. Recommendations that can be
implemented by the company are: improving HR skills through communication
training and case studies; adding employees to improve services; preparing more
detailed SOPs; using a manual system for customer data security; and reactivating and
increasing the responsiveness of the company website to facilitate access to
information for customers.

Keywords : Customer Relationship Management (CRM), People, Process,
Technology, Exhibition Stand Contractor
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