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ABSTRAK 

Rika Maysani (1704605). Evaluasi Layanan Grab and Go Pustakalana 

Children's Library Berdasarkan Model CRM Value Chain.  Skripsi Program 

Studi Perpustakaan dan Sains Informasi, Fakultas Ilmu Pendidikan, Universitas 

Pendidikan Indonesia (2021). 

Dengan adanya pandemi yang terjadi maka Pustakalana Children's Library 

membuat sebuah layanan baru yaitu layanan Grab and Go. Layanan Grab and Go 

merupakan layanan sirkulasi dengan sistem tertutup dengan memberikan pilihan 

jenis bacaan kepada pemuska. Penelitian dilakukan dengan mengevaluasi layanan 

Grab and Go berdasarkan model CRM yaitu model value chain. Tujuan dari 

penelitian ini adalah untuk mengetahui bagaimana kesesuaian customer 

relationship management di layanan Grab and Go Pustakalana. Dengan 

iketahuinya evaluasi layanan Grab and Go berdasarkan model CRM value chain 

dapat menjadi referensi dan evaluasi bagi pihak perpustakaan untuk meningkatkan 

kualitas dari layanan khususnya pada Grab and Go. Selain itu, menjadi referensi 

tambahan bagi peneliti selanjutnya mengenai evaluasi CRM pada model value 

chain. Metode penelitian yang digunakan adalah pendekatan kuantitatif dengan 

metode analisis data menggunakan statistik deskriptif dimana pengambilan data 

menggunakan angket yang disebarkan kepada responden. Indikator yang digunakan 

untuk pengambilan data adalah analisis portofolio, perkembangan nilai proporsi 

dan siklus hidup pelanggan. Dari hasil penemuan diketahui bahwa layanan Grab 

and Go sudah sesuai dengan model CRM value chain. Adapun evaluasi layanan 

Grab and Go dalam aspek analisis portofolio sudah sangat sesuai. Pada evaluasi 

layanan Grab and Go dalam aspek perkembangan proporsi sudah sesuai. Terakhir 

evaluasi layanan Grab and Go pada siklus hidup pelanggan sudah sesuai. 

Kata Kunci: CRM, Layanan Grab and Go, Pemustaka  
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ABSTRACT 

Rika Maysani (1704605). The Implementation of Customer Relationship 

Management on Grab and Go Service of Pustakalana Children’s Library. 

Thesis, Library and Information Science, Department of Curriculum and Educational 

Technology, Faculty of Education, Indonesia University of Education (2021). 

By the existence of the pandemics which happen, so Pustakalana Children's Library 

creates a new service that is Grab and Go service. Grab and Go service is a 

circulation service with a closed system in which the librarian chooses the book 

according to the user's request through a google form, which is shared on a user-

only group of Pustakalana Children's library. Therefore, the library needs to 

comprehend how far the service has been given to the users. The objective of this 

research was to comprehend how was the implementation of customer relationship 

management on Grab and Go service. Knowledgeable of CRM implementation on 

Grab and Go could be a reference and evaluation for the library party to improve 

quality from its special service on Grab and Go. The research method used was a 

quantitative approach with the data analysis method used a descriptive statistic in 

which the data collection used a questionnaire that was distributed to the 

respondent. The indicators used for data collection were portfolio analysis, 

proportion value development, and customer life cycle. From the result of the 

research, it was known that CRM implementation in Grab and Go service was in a 

good category. The portfolio analysis implementation on Grab and Go service was 

also in an excellent category. The value proportion development was in a good 

category as well. And the last life cycle implementation in the Grab and Go service 

was in a good category.  

 

Keywords: CRM, Grab and Go Service, User 
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