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ABSTRAK

IMPLEMENTASI E-CRM DALAM PENJUALAN FURNITURE DI TOKO
BAROKAH PERABOT TANJUNGBALAI

Oleh: Muhammad Safi’i (21.22.0180)

Toko Barokah Perabot adalah toko yang berlokasi di Kota Tanjungbalai dan
bergerak di bidang penjualan furniture .Toko ini menghadapi permasalahan dalam
pengelolaan penjualan dan data pelanggan yang masih dilakukan secara manual
serta terbatas pada promosi via media sosial Facebook, sehingga menyulitkan
dalam menjangkau pelanggan secara luas dan menjaga loyalitas pelanggan.
Penelitian ini bertujuan untuk menerapkan sistem Electronic Customer
Relationship Management (E-CRM) berbasis web menggunakan PHP dan
MySQL guna meningkatkan efisiensi operasional, pengelolaan data pelanggan,
dan kepuasan pelanggan. Metode penelitian yang digunakan meliputi observasi,
wawancara, studi pustaka, serta pengembangan sistem menggunakan pendekatan
waterfall. Hasil dari penelitian ini adalah sebuah sistem E-CRM yang mendukung
fitur profil pelanggan, riwayat transaksi, pemberian ulasan dan rating, notifikasi,
dan voucher diskon. Implementasi sistem ini terbukti meningkatkan kemudahan
dalam pelayanan, mempercepat proses transaksi, dan memperkuat hubungan
jangka panjang antara toko dan pelanggan.

Kata Kunci: E-CRM; Kepuasan Pelanggan; Penjualan Furniture.
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ABSTRACT

IMPLEMENTATION OF E-CRM IN FURNITURE SALES AT BAROKAH
FURNITURE STORE TANJUNGBALAI

By: Muhammad Safi’i (21.22.0180)

Barokah Furniture Store is located in Tanjungbalai City and operates in the
furniture sales industry. The store faces issues in managing sales and customer
data, which are still done manually and limited to promotions via Facebook
social media, making it difficult to reach a broader customer base and maintain
customer loyalty. This research aims to implement a web-based Electronic
Customer Relationship Management (E-CRM) system using PHP and MySQL to
improve operational efficiency, customer data management, and customer
satisfaction. The research methods include observation, interviews, literature
study, and system development using the waterfall approach. The result of this
research is an E-CRM system that supports customer profiles, transaction history,
reviews and ratings, notifications and discount vouchers. The implementation of
this system has proven to improve service ease, speed up transaction processes,
and strengthen long-term relationships between the store and customers.

Keywords: E-CRM; Customer Satisfaction; Furniture Sales.
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