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information is currently experiencing very rapid progress. Computers are a set
of technologies that greatly help human work, Customer needs need to be
clearly identified, as part of product development. Customer Relationship
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Introduction

The development of science in the field of computer technology and information is
currently experiencing very rapid progress. Computers are a set of technologies that
greatly help human work, Customer needs need to be clearly identified, as part of product
development. The purpose of this approach is to exceed customer expectations and not
just fulfill them, accurate information is needed about the needs and desires of customers
for the goods or services produced by the company, so that the company can understand
well the behavior of customers in its target, can develop the right strategies and programs
in order to take advantage of existing opportunities, establish relationships with each
customer and be able to outperform the competition. Customer Relationship Management
(CRM) is a marketing strategy that builds a close relationship between the company and
its customers(Danese, 2018; Mani, 2020; Munir, 2020).

The company can pamper customers and bind them in a friendship, if it knows the
needs and expectations of these customers. This strategy recommends that companies
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open communication channels as easily as possible with a high response rate, so that
customers feel close to the company. Communication that is not smooth, can foster
customer doubts. The relationship between the company and the customer that is very
closely intertwined will make the customer feel that he owns the company. From there, his
loyalty to the company will gradually grow and grow. To fulfill all that, a web-based
application is needed by implementing Operational CRM, so that the company has loyal
customers(Ataseven, 2017; Garza-Reyes, 2018; Neutzling, 2018).

Despite the growth of CRM installations, e-CRM projects still have a significant
failure rate, even after substantial investment in CRM technology. The high failure rate
means that the current requirements for developing and designing CRM need to be
analyzed. It is not enough to look at data related to service efficiency, it is also important
to consider the impact on user experience and their overall level of satisfaction, CRM is a
human-centered business strategy, it is important to wonder how much progress can be
made in similar human-centered fields such as Real Estate through the development and
use of user-centered design approaches. This study aims to integrate a CRM customer
relationship management system with an electronic customer relationship management (e-
CRM) system to improve customer loyalty, satisfaction, and performance through a user-
friendly interface. User research, preliminary interviews, five usability interviews, and a
satisfaction survey confirmed the implemented functionality and for each iteration, an
expert was used to evaluate it(Prajogo, 2016).

Methodology

Research method is the procedure of how a research will be conducted. This research
method is often confused with research procedures or research techniques. This is because
the three things are interconnected and difficult to distinguish. Research methods discuss
the procedures for conducting research, while research procedures discuss the tools used
in measuring or collecting research data. Thus, research methods cover research
procedures and research techniques.

Result and Discussion

Result

System implementation is the application stage of the design that has been made. In
this section, we will discuss the core implementation of the design of the Operational
Customer Relationship Management (CRM) Application Design to Increase Web-Based
Customer Satisfaction, so that it is an identification stage of the system flow that occurs in
the CRM information process in buying and selling Car equipment. The system analysis
process is needed to be able to evaluate the current system and its needs so that a design
can be proposed that can support the system better.

Discussion

This test was carried out by programmers in the implementation of the design of the
Operational Customer Relationship Management (CRM) Application Design to Increase
Web-Based Customer Satisfaction. testing is done by running the program, namely by
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entering data related to the information system. based on the trial of the application of
inputting copration data processing and data entry and output can run well, the system
feasibility test uses a questionnaire given to a predetermined sample. the assessment
category is divided into 5 (five) aspects, namely the assessment of the appearance, user
convenience, system performance, security and accuracy and the content of the
information system.

Table 1. System Testing Results

No | Testing Scenario Figure Conclusiion
1 | Main menu display on the | The system will | Valid
application enter the main
Test Case: menu

@3

2 | Program  View  After | The system will | Valid
entering the menu. accept and enter
the main menu.

@3

3 | Menu display consists of | So the program | Valid
several sub menus will link to the

@3 next program

Conclusion

From the results of making a design system for Operational Customer Relationship
Management (CRM) Applications to Increase Web-Based Customer Satisfaction, the
following conclusions are obtained: (1) system development Design of Operational
Customer Relationship Management (CRM) Applications to Increase Web-Based
Customer Satisfaction is used as an SPK tool. (2) information system Designing
Operational Customer Relationship Management (CRM) Applications to Increase Web-
Based Customer Satisfaction is one of the right and fast information.
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