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ABSTRAK 

UPAYA MENINGKATKAN PENJUALAN KOSMETIK DENGAN 

MENERAPKAN ELECTRONIC-CRM PADA CINDY STORE 

 

Oleh: RAMAYANTI (19.22.0040) 

 

Kemajuan teknologi, terutama internet, telah memberikan dampak signifikan 

terhadap dunia bisnis, termasuk dalam penjualan produk kosmetik. Sebagai salah 

satu saran promosi yang menjanjikan, media internet memungkinkan pelaku 

bisnis untuk mencapai konsumen secara luas. Meskipun begitu, beberapa 

tantangan seperti keterbatasan lokasi fisik toko dan metode pemasaran yang masih 

manual menghambat peningkatan penjualan produk. Oleh karena itu, penelitian 

ini bertujuan untuk meningkatkan penjualan kosmetik di Cindy Store melalui 

penerapan Electronic Customer Relationship Management (E-CRM) yang 

berbasis teknologi internet. Penelitian ini menggunakan metode kualitatif dengan 

pendekatan studi kasus pada Cindy Store, sebuah toko kosmetik di Rawang Pasar 

V, Kabupaten Asahan. Data penjualan produk selama beberapa bulan 

dikumpulkan dan dianalisis untuk mengidentifikasi pola penjualan dan kendala 

yang dihadapi oleh toko. Berdasarkan analisis data, peneliti menyimpulkan bahwa 

penerapan metode E-CRM berpotensi memberikan dampak positif terhadap 

interaksi dengan pelanggan dan pengelolaan penjualan produk kosmetik. Fitur-

fitur seperti promosi, diskon, layanan pelanggan melalui live chat, dan informasi 

produk yang mudah diakses melalui platform online dapat meningkatkan kualitas 

layanan dan ikatan antara toko dan pelanggan. Hasil penelitian juga menunjukkan 

bahwa sistem penjualan berbasis website dengan metode E-CRM memberikan 

pengalaman berbelanja yang lebih nyaman kepada pelanggan. Opsi pembayaran 

yang beragam, pilihan pengiriman, serta kemudahan bertransaksi tanpa harus 

datang langsung ke toko telah meningkatkan aksesibilitas produk dan memperluas 

basis pelanggan. Dalam konteks ini, penerapan E-CRM memungkinkan toko 

untuk memberikan layanan yang disesuaikan dengan preferensi pelanggan, 

memberikan rekomendasi produk berdasarkan riwayat belanja, dan menjaga 

komunikasi yang aktif melalui saluran online. 

 

Kata Kunci: Electronic-CRM, Penjualan Kosmetik, Teknologi Internet, Loyalitas 

Pelanggan, Pemasaran Digital, Layanan Pelanggan. 
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ABSTRACT 

EFFORTS TO INCREASE COSMETIC SALES BY APPLYING 

ELECTRONIC-CRM IN CINDY STORE 

 

By: RAMAYANTI (19.22.0040) 

 

The development of information technology in the modern era has had a Advances 

in technology, especially the internet, have had a significant impact on the 

business world, including the sale of cosmetic products. As one of the promising 

promotional suggestions, internet media allows businesses to reach consumers 

widely. Even so, several challenges such as the limited physical location of stores 

and marketing methods that are still manual hinder the increase in product sales. 

Therefore, this study aims to increase cosmetic sales at the Cindy Store through 

the implementation of Internet technology-based Electronic Customer 

Relationship Management (E-CRM). This study uses a qualitative method with a 

case study approach at Cindy Store, a cosmetics store in Rawang Pasar V, 

Asahan District. Product sales data for several months is collected and analyzed 

to identify sales patterns and constraints faced by stores. Based on data analysis, 

researchers concluded that the application of the E-CRM method has the 

potential to have a positive impact on interactions with customers and sales 

management of cosmetic products. Features such as promotions, discounts, 

customer service via live chat, and easily accessible product information via 

online platforms can improve service quality and bond between stores and 

customers. The results also show that a website-based sales system using the E-

CRM method provides a more comfortable shopping experience to customers. 

Various payment options, delivery options, and the convenience of transactions 

without having to come to the store have increased product accessibility and 

broadened the customer base. In this context, the implementation of E-CRM 

allows stores to provide services tailored to customer preferences, provide 

product recommendations based on shopping history, and maintain active 

communication through online channels. 

 

Keywords: Electronic-CRM, Cosmetic Sales, Internet Technologies, Customer 

Loyalty, Digital Marketing, Customer Service 
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