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ABSTRACT

Management of the relationship between producers and consumers is currently
divided into two ways : Customer Relationship Management (CRM) dan
Electronic Customer Relationship Management (E-CRM). CRM is a process of
marketing a product directly, whereas e — crm is a process of marketing a product
by combining human resources and technology to increase turnover. The purpose
of this study is to analyze the function and application management system crm
and ecrm, in the case expanding sales, turnover increased, and consumers are
becoming loyal to BMH. Object of research used in this study are small and
medium bussines (SMEs) Kopiah BMH in Gresik district. This research is a
descriptive gqualitative research in the form of case studies in small and medium
bussines (SMEs) Kopiah BMH in Gresik District. CRM and E-CRM not only
gauges the performance of the company, but is a form of transformation of a total
strategy to all levels within the organization. With a comprehensive performance
measurement is not just a measure of financial, such as the level of customer
satisfaction, product innovation, corporate development, and employee
development. The company ability to meet the level of customer satisfaction,
product innovation, and human resources processing will give a strong advantage
to the company concerned
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