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CRM AND E-CRM ANALYSIS AT BATIK JETIS "AMRI JAYA" SME’S 

IN SIDOARJO 

 

ABSTRACT 

This study discusses the implementation of customer relationship management 

and E-CRM are located in Sidoarjo. Customer relationship management and e-

CRM, especially at Batik Jetis Amri Jaya found a problem with the application of 

the phenomenon of technology adoption in small and medium enterprise. In 

addition, the lack of hospitality human resources support business perfomance 

makes the lack of customer expectations and customer value. Descriptive analysis 

is used to discuss the main stages of the value chain stages of CRM and E-CRM 

with customer portfolio analysis, customer intimacy, customer value proposition 

and customer lifecycle in order to determine the orientation of the company to the 

customer. Descriptive analysis was also used to discuss the condition of the 

supporting CRM and E-CRM to discuss customer information, processes, 

information technology and human resources. 
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