DAFTAR ISl

HALAMAN JUDUL ..ottt e e i
SERTIFTKASI ...ttt e e e e snnee e i
PENGESAHAN TESIS......coi it iii
ABSTRACT .ottt ettt sttt bttt n et neenes iv
ABSTRAK e v
DAFTAR ISL. ..ottt e et e e e aaee e aneeeans iX
DAFTAR TABEL ..ottt Xii
DAFTAR GAMBAR ...ttt Xiii
BAB | PENDAHULUAN ..ot 1
1.1, Latar Belakang........cccooiiiiiiiiii e 1

1.2, RUmMUSan Masalah .........cccciiiiiiiiic s 11

1.3. Tujuan dan Manfaat Penelitian..............c.cccecvevivieieiiciieircen, 14

BAB Il TINJAUAN PUSTAKA ...ttt 15
2.1, Landasan TEeOKT ...ccucueverieniiiiisiesieie et 15
2.1.1. Customer Relationship Management (CRM)..................... 15

2.1.2.  Corporate IMage .......ccooeeeiieiiiiiesieseee s 20

2.1.3.  Kualitas Hubungan ............cccoiiiiiiniie e 24

2.1.4. CRM dan Corporate IMage .........ccccevvveevieiieenie e 28

2.2.  Penelitian Terdahulu ...........ccocoiiiiiiii 29

2.3,  Kerangka Penelitian ..........ccocooiiiriiiiiiiceee e 34

2.4, HIPOTESIS...c.eiiiiiiiiiciieieie e 35

2.5. Indikator Operasional Variabel ............c.cccccooviiiiiiiiiicic e, 36

BAB Il METODE PENELITIAN ...coiiiieeee s 40
3.1, Jenis dan SUMDEr Data.........cccccoecveveeieiieie e 40
311, Data Primer ....coieeiieiiee e 40



3.1.2. Data SEKUNEN .......ocveieeeee e 40
3.2.  Populasi dan Sampel...........cccoiiiiiiiiii 40
3.3.  Definisi Operasional Variabel & Pengukuran ............c.cccccoevennne. 41
3.4.  Metode Pengumpulan Data...........c.cccccveviiieiieieiieseese e 44
3.5, Teknik ANAliSIS......cceiiiieiiee e 45
BAB IV HASIL DAN PEMBAHASAN........cciit it 54
4.1. Gambaran Umum ReSpONdEN ........c.cccvevviiieiieie e 54
4.1.1. Gambaran Responden Berdasarkan Jenis Kelamin.......... 54
4.1.2. Gambaran Responden Berdasarkan Umur...............c........ 55
4.1.3. Gambaran Responden Berdasarakan Pendidikan
Terakhir .....cooiii 55
4.1.4. Gambaran Responden Berdasarkan Pekerjaan dan
Penghasilan ... 56
4.2, Hasil Analisis DAta..........cccceviiieiiiiesiesere e 58
4.2.1. Validity CONVergent........ccccooviiieiii i 58
4.2.2. Uji Reliabilitas..........cccooveviiiieiieii e 59
4.2.3. Variance Exctracted (AVE) .......cccooiiniiiiiiei s 60
4.2.4. Analisis Faktor Konfirmatori (Confirmatory Factor
ANGIYSIS) v e 61
4.2.5. Konstruk Person EKSOQeN .........ccccccevveveiieiieece e, 62
4.2.6. Konstruk Person ENAOgeN ........cccccevviveeiieiieneee e 63
4.2.7. Analisis Faktor Konfirmatori Full Measurement............... 65
4.3, UJIEASUMSE SEM . ..ooiiiiiiiii e 69
4.4. Uji Kausalitas (Regression Weight) ........c.cccevevieiiiieiiccn e, 73
4.5. Pengujian Hipotesis Pengaruh Langsung (Direct Effect)............ 76
4.6. Pengujian Hipotesis Pengaruh Tidak Langsung (Indirect
EFTECT) e 80
BAB V PENUTUP ...ttt 82
51 KeSIMPUIAN ... 82



5.2, IMPLiKaST TEONTTIS ....cveiiiiiiiieiieeee e 83

5.3.  Implikasi Manajerial ............ccooooiiiiiiniie 85
O, SAFAN ..o 89
55. Keterbatasan Penelitian ..........ccccooviiviniiiiiiinieeeee e 90
5.6. Agenda Penelitian Mendatang............cccoceveninenineniinenieeeens 90
DAFTAR PUSTAKA ...ttt 92
LAMPIRAN ..ottt bbbt 98

Xi



