
MEASURING THE EFFICIENCY PERFORMANCE OF CUSTOMER 

RELATIONSHIP MANAGEMENT BASED ON CLOUD COMPUTING IN  

PT COLUMBINDO PERDANA 

 
 
 
 
 

 
By 

 
Sarasati Putri Palawita 

 
 

 
A Thesis submitted to the Faculty of 

 
INFORMATION TECHNOLOGY 

 
Department of 

INFORMATION SYSTEM 
 

 
 

In Partial Fulfillment of the Requirements for  
 

BACHELOR’S DEGREE 
IN 

 
INFORMATION TECHNOLOGY 

 
 

 
Swiss German University 

EduTown BSDCity 
Tangerang 15339 

INDONESIA 
 

Telp. +62 21 3045 0045 
Fax. +62 21 3045 0001 
E-mail: info@sgu.ac.id 

www.sgu.ac.id 
 
 

July 2012 
 
 

Revision after the Thesis Defense on July 17, 2012



MEASURING THE EFFICIENCY PERFORMANCE OF CUSTOMER RELATIONSHIP 
MANAGEMENT BASED ON CLOUD COMPUTING IN PT COLUMBINDO PERDANA Page 2 of 112  
 

 
  Sarasati Putri Palawita 

 

STATEMENT BY THE AUTHOR 

 

I hereby declare that this submission is my own work and to the best of my 

knowledge, contains no material previously published or written by another person, 

nor material which to a substantial extent has been accepted for the award of any 

other degree or diploma at any educational institution, except where due 

acknowledgement is made in the thesis. 

 

 

 

_______________________________________  ________________ 

Sarasati Putri Palawita      Date 

 

 

 

Approved by: 

 

 

 

________________________________________  __________________ 

Dipl.-Inf. Kho I Eng       Date 

 

 

 

________________________________________  __________________ 

Dr. Ford Lumban Gaol, S.Si, M.Kom    Date 

 

 

 

______________________________________  _________________ 

Chairman of the Examination Steering Committee   Date 

 



MEASURING THE EFFICIENCY PERFORMANCE OF CUSTOMER RELATIONSHIP 
MANAGEMENT BASED ON CLOUD COMPUTING IN PT COLUMBINDO PERDANA  Page 3 of 112  
 

 

 
  Sarasati Putri Palawita 

 

ABSTRACT 

 

MEASURING THE EFFICIENCY PERFORMANCE OF CUSTOMER 

RELATIONSHIP MANAGEMENT BASED ON CLOUD COMPUTING IN PT 

COLUMBINDO PERDANA 

 

By 

 

Sarasati Putri Palawita 

 

SWISS GERMAN UNIVERSITY 

Bumi Serpong Damai 

 

Dipl,-Inf, Kho I Eng, Adviser 

 Dr. Ford Lumban Gaol, S.Si, M.Kom, Co-Adviser 

 

Customer Relationship Management is one of IT strategy to improve market share. 

Cloud computing is “internet computing”, can be defined as the capability to rent a 

server or many servers and run a geophysical modeling application on the most 

powerful systems available anywhere and anytime. PT. Columbindo Perdana 

implement CRM based on cloud computing hoping that this system can help the 

company to achieve company objectives. 

  

The purposes of this thesis are to identify the CRM based on cloud computing 

performance. Using Balance Scorecard will compare between the current level of 

system and the company target. Periodically in evaluating the system help in 

increasing system performance. 

 

The research methodology use Triangulation method, a term that describing about 

combining both quantitative and qualitative method. This method will be support by 

interview with the Sales manager, IT manager and IT staff, and questioner to fleet 

user. Source of data was primary and secondary. 
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The research found that the implementation of CRM based on Cloud Computing in 

PT. Columbindo perdana was success to achieved company target.   

 

Keywords: Customer Relationship Management (CRM), Cloud Computing, Balanced 

Scorecard. 
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