DAFTAR ISI

HALAMAN PENGESAHAN ...ttt e e e e i
HALAMAN PERNY AT AAN oottt a e iii
KKATA PENGANT AR ettt a e iv
A B S T R A e ettt e e Vi
A B S T R A CT e ettt aa e e e vii
DAFTAR LS oo ettt e e e e e viii
DAFTAR TABEL ...ttt ettt e e e e e e e e et teeeeaeeeaas Xi
DAFTAR GAMBAR ... ettt e e e e e e e e et eeeeeeaaaaes Xii
BAB | PENDAHULUAN ...ttt ettt ee e e 2
1.1 Gambaran Umum Objek Penelitian .............ccceovveieiieiiiie e 2
1.1.1 LOQO PErUSANAAN......c..eitiieiiiiiisiieiieieie et 2

1.1.2 Profil Perusahaan .........oooooveeeeeee 2

1.2 Latar BelaKang ........ccceiveiiiicieece e 5
1.3 PerumuSan MaASAIAN ........ooeee oo 13
1.4 Tujuan Penelitian ........ccooiiiiiiiiiceeee s 14
1.5 Manfaat PeNeIITIAN .....oovvveeeeeeee e 15
1.5.1 Manfaat PraktiiS .......ueeeeeee e 15

1.5.2 MaNTaat TEOTITIS . ..eeeeeeeeee e 15

1.6 Sistematika PENUIISAN ......oovveeeeie 15
BAB T TINJAUAN PUST AK A . .ottt ettt e e e e e e s anseeeeeaaeesanaans 17
2.1 Teori dan Penelitian TerdahUlU .............ueeeeeeeeieeeee e 17
2.1.1 MANGJEMEN......uiiiiie ettt e sba et re e srae s 17

2.0.2 PEIMASAIAN «.ceeveeeeeee e e e e e e e et e e e e e e e eee e et easeeeeeeeensenaeseseeeeeeennnanseeeeereenns 18

2.1.3 Manajemen PemMASAraN ...........coourereerierieieese st 19

viii



2.1.4 Customer Relationship Management (CRM) ........ccccoevviniiennnnnene 19

2.1.5 CUSLOMET TTUSE ...t 23
2.1.6 CUSLOMET LOYAILY ......ccveeiiciecie e 24
2.1.7 Penelitian Terdahulu ..........ccccovevveiiicceee e 25
2.2 Kerangka PemiKiran...........coooeiiiiiiiiiieece e 33
2.3 Hipotesis Penelitian............coooiiiiiiiiiiieece e 34
BAB 111 METODE PENELITIAN ...coiiiiiiieee e 37
3.1 JENIS PENEITIAN......cciiiecie e 37
3.2 Operasionalisasi Variabel. ... 38
3.2.1 Skala PENQUKUIAN .....cc.oiiiiiiiiiiiieieee e 43
3.3 Tahapan Penelitian ............ccccoveiiiiiiicce e 44
3.4 Populasi dan Sampel .........ccooviiiiiiiiece e 47
BA L POPUIAST.....cvieicee e 47
342 SAMPEL . 47
3.5 Pengumpulan Data dan Sumber Data ............cccccveieeieciieieece e, 48
3.5.1 SUMDBEN DAL ... 49
3.6 Uji Validitas dan Reliabilitas ............ccooveieiieneiiciie e 49
3.6.1 UJi ValIdItaS....c.eeieeieieieciesieee et 49
3.6.2 Uji Relabilitas ........ccccoveiieiieiiic e 49
3.7 Teknik ANalisiS Data..........c.ccovevueiieiieiiiicce e 50
3.7.1 Structural Equation Modeling (SEM)........ccocvviiiiininicienc s 50
3.7.2 Partial Least SQUAre (PLS)......c.coouiriereriiisesiseeee e 51

S 7.3UjJiE HIPOESIS ...ttt ettt 54
BAB IV HASIL PENELITIAN DAN PEMBAHASAN.......ccccocoiiviiiiieieie, 55
4.1 Karakteristik RESPONUEN ......cveviiiiiieie e 55
4.1.1 Karakteristik Responden Berdasarkan Jenis Kelamin........................ 55
4.1.2 Karakteristik Responden Berdasarkan Usia ............ccccceeveiiiiineinenn, 56



4.1.3 Karakteristik Responden Berdasarkan Pekerjaan ............cc.ccocvvnnnnnne 58

4.1.4 Karakteristik Responden Berdasarkan Pendidikan Terakhir .............. 59

4.1.5 Karakteristik Responden Berdasarkan Pendapatan ...............c.cc....... 60

4.2 HaSHl PENEIITIAN ..o 62
4.2.1 Hasil Uji Outer Model ...........coooiiiiiiieec e 62

4.2.2 Hasil Uji Inner Model ... 68

4.3 Pembahasan Hasil Penelitian ..........cccccoovviiiiiiiiiiieee e 74
BAB V KESIMPULAN DAN SARAN .....ooiiiient e 79
5.1 KeSIMPUIAN.........iiiiiiiiie e 79
5.2 SAIAN ...ttt bbb a e 79
5.2.1 Saran untuk Perusahaan .............ccooerereninisiesisisieiee e 81

5.2.2 Saran untuk Penelitian Selanjutnya .............cccocceiiiveieie e 83
DAFTAR PUSTAKA ..ottt ettt re e 85
(AN A N USSR 90



