DAFTAR ISl

ABSTRAK ..ottt ettt ettt sttt neans i
ABSTRACT ..ottt ettt ettt b et r et st eene et b et et ii
KATA PENGANTAR oottt ettt nae e e e e e ii
DY I G ) TR Y
DAFTAR GAMBAR ...ttt e e e e snae e viil
DAFTAR TABEL ...ttt srare e IX
DAFTAR SIMBOL ..ottt sttt ne e Xii
DAFTAR LAMPIRAN ... .ottt sttt sne e XV
BAB | PENDAHULUAN .....ooiitieetce et 1
1.1. Latar Belakang Masalah ............ccccocoiiiiiiiiiiccec e 1
1.2 RUMUSAN MaSIAN ......cviiieiiee e 3
1.3. MaKSUT dAN TUJURN ... 3
1.4. Batasan Masalah............ccoeiiiiiiiiie 3
1.5. Metodologi PENEIITIAN .......cveiiiiie e 4
1.6. Sistematika PENUIISAN.........cci it 7
BAB I TINJAUAN PUSTAKA ...ttt 9
2.1. Profil PEruSaN@an...........ocviiiiiiiiiieiee e e 9
2.1.1. Sejarah PErusahaan............ccceiiciieic i 9
2.1.2. Visi dan Misi Perusanaan...........cccocveuvieeneeesiie e 9
2.1.3. LOQO PErUSANAAN ........eiiiiiiiiieisie e 10
2.14. Struktur Organisasi Perusahnaan ............cccoevereneninieiciese e 10
2.15. DesKripsi PEKEI aaN. .......couiiiiiiiieieeee e 11
2.1.6. LaYanan RESOT.........uiiiieriieiee e 12
2.2. LANAASAN TEOM w.evviiieiieiie ettt ettt 13
2.2.1. SIStEM INFOIMAST ... 13
2.2.2. Customer Relationship Management ............ccccoveveiieevie v, 13
2.2.3. Framework of DynamiC CRM ..........ccccoiiiiiiiii e 14
2.2.4. Metode SErVQUAL ..........cooi i s 14
2.2.5. Data FIOW DIAQram ........ooeiviiiiriiiiisiesieiee st 16



2.2.6. Diagram KONEKS ........ccoooiiiiiiiiiiiiseee e 17

2.2.7. Entity Relationship Diagram..........cccccceviiiiiiinininseeee e 17
2.2.8. LAV =] 5] OSSPSR 18
2.2.9. HTIMIL oot 18
2.2.10. PHP et 19
2.2.11. DAtADASE ... et 19
2.2.12. IMYSQL e 19
2.2.13. (U1 T (0] 1= OSSR 20
2.3. State OF the AT ... 21
BAB 11l ANALISIS DAN PERANCANGAN .....coooiiiiecee e 27
3.1. ANALISIS SISTEM ... es 27
3.1.1. ANALISIS MaSalah ..........cooiiiiiii 27
3.1.2. Analisis Sistem yang Sedang Berjalan.............ccccccooveviiiiiiiiieiiciees 27
3.1.3. ANalisisS AtUran BiSNIS .......ccoieiiiiiiiiee e 34
3.14. Analisis Model CRM di Green Patriot ReSOrt .........ccccoveverenenesiennnn 36
3.15. Analisis Kebutuhan Non-Fungsional ... 63
3.1.6. Analisis Kebutuhan Fungsional ... 65
3.2 Perancangan SISTEM ........ccoiiiiiiiiieee s 119
3.2.1. Perancangan Basis Data...........ccccoeieiiiinininiieeeee e 119
3.2.2. Perancangan Struktur MEeNU ..........ccceeoveiieiieie s 125
3.2.3. Perancangan ANntarmuka ............cccocvveieiieieeicce e 127
3.2.4. PeranCangan PESAN ..........ccovuieiieieiiiie it siie s siee s 157
3.2.5. Perancangan Jaringan Semantik.............cccooveveiieieeiesie s 158
3.2.6. Perancangan Prosedural ............cccoooveiiiiiie i 160
BAB IV IMPLEMENTASI DAN PENGUJIAN SISTEM.........ccooceviieiieeecee e, 163
4.1. IMPIEMENTaST SISTEM ....cc.oiiiiiiiiiee e 163
4.1.1. Implementasi Perangkat Keras...........ccccoviiiiniinininieec e 163
4.1.2. Implementasi Perangkat Lunak............ccocooeiiiiiininieiececcee 164
4.1.3. Implementasi Basis Data............cccceeiveiiiieiieiie e 164
4.1.4. Implementasi Antarmuka............cccoeviiiiiiiieie e 167

Vi



4.2. PengUJIAN SISTEM .....eiiiiiiiicee s 171

4.2.1. Pengujian BIACk BOX .........cccuiiiiiieiiiieiesc e 171
4.2.2. PeNQUJIAN BELA ..o 209
BAB V KESIMPULAN DAN SARAN.......cooitiiiiiit e 213
5.1. KESTMPUIAN ..ot ee s 213
5.2. T 12 TP PRUPR PR 213
DAFTAR PUSTAKA ...ttt 214

Vii



