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ABSTRAK 

 Dalam era digital, transformasi teknologi telah menghadirkan perubahan 

signifikan pada strategi pengelolaan organisasi, termasuk penerapan Customer 

Relationship Management (CRM) yang terintegrasi dengan Artificial Intelligence 

(AI) dan otomatisasi. Penelitian ini menganalisis efektivitas implementasi CRM 

berbasis AI dalam meningkatkan kepuasan, loyalitas pengguna, serta efisiensi 

operasional di Direktorat Urusan Internasional, Karir, Alumni, dan Kerjasama 

Universitas Bina Darma. Metode penelitian menggunakan pendekatan kuantitatif 

dengan analisis deskriptif dan regresi linier berganda. Data dikumpulkan melalui 

kuesioner yang diisi oleh 215 responden, kemudian diuji menggunakan uji validitas, 

reliabilitas, serta analisis statistik. Hasil penelitian menunjukkan bahwa variabel 

Personalisasi Layanan (X1), Kecepatan Respons (X2), dan Otomatisasi Interaksi 

(X3) berpengaruh positif dan signifikan terhadap Loyalitas Pelanggan (Y). 

Personalisasi layanan menjadi faktor dominan yang paling menentukan 

keberhasilan CRM berbasis AI. Implementasi pada laman Pusat Karir yang 

dilengkapi dengan chatbot, sistem rekomendasi, serta integrasi real-time terbukti 

memperkuat keterlibatan pengguna dan meningkatkan kualitas layanan. Secara 

keseluruhan, penelitian ini menegaskan bahwa integrasi AI dan otomatisasi tidak 

hanya meningkatkan efektivitas sistem CRM, tetapi juga memberikan kontribusi 

strategis dalam mendukung transformasi digital perguruan tinggi menuju layanan 

yang adaptif, responsif, dan berorientasi pada pengguna. 

Kata Kunci: Customer Relationship Management (CRM), Kecerdasan Buatan (AI), 

Otomatisasi, Loyalitas Pelanggan, Website. 

  

 



ABSTRACT 

 In the digital age, technological transformation has brought significant 

changes to organizational strategies, particularly in the implementation of 

Customer Relationship Management (CRM) integrated with Artificial Intelligence 

(AI) and automation. This study analyzes the effectiveness of AI-based CRM in 

enhancing user satisfaction, loyalty, and operational efficiency at the Directorate 

of International Affairs, Career, Alumni, and Cooperation, Bina Darma University. 

The research employed a quantitative approach with descriptive analysis and 

multiple linear regression. Data were collected through questionnaires distributed 

to 215 respondents, followed by validity, reliability, and statistical tests. The 

findings indicate that Service Personalization (X1), Response Speed (X2), and 

Interaction Automation (X3) have a positive and significant effect on Customer 

Loyalty (Y), with service personalization emerging as the most dominant factor. The 

implementation of the Career Center website, equipped with chatbots, 

recommendation systems, and real-time integration, has strengthened user 

engagement and improved service quality. Overall, the study confirms that 

integrating AI and automation not only enhances the effectiveness of CRM systems 

but also provides strategic contributions to higher education digital transformation, 

fostering adaptive, responsive, and user-oriented services. 

Keywords: Customer Relationship Management (CRM), Artificial Intelligence (AI), 

Automation, Customer Loyalty, Website.  
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