
 
 

ix 
 

DAFTAR ISI 

HALAMAN JUDUL………………....………………………………………..…...i 

SERTIFIKASI ......................................................................................................... ii 

PENGESAHAN TESIS ......................................................................................... iii 

ABSTRACT ........................................................................................................... iv 

ABSTRAK ............................................................................................................... v 

KATA PENGANTAR ........................................................................................... vi 

DAFTAR ISI .......................................................................................................... ix 

DAFTAR TABEL .................................................................................................. xi 

DAFTAR GAMBAR ............................................................................................ xii 

DAFTAR GRAFIK .............................................................................................. xiii 

BAB I PENDAHULUAN ........................................................................................ 1 

1.1.  Latar Belakang Masalah ............................................................................ 1 

1.2 Rumusan Masalah ................................................................................... 13 

1.3 Tujuan dan Kegunaan Penelitian ............................................................. 13 

1.4  Manfaat Penelitian ................................................................................... 14 

BAB II TINJAUAN PUSTAKA ............................................................................ 15 

2.1 Resource-based View .............................................................................. 15 

2.1.1 Inovasi .............................................................................................. 17 

2.1.2 Transformasi Digital ........................................................................ 20 

2.1.3 Kualitas Layanan .............................................................................. 22 

2.1.4 Pembelajaran Organisasi .................................................................. 25 

2.1.5 Keunggulan bersaing ........................................................................ 28 

2.2. Penelitian Terdahulu ................................................................................ 30 

2.3 Kerangka Pemikiran ................................................................................ 35 

BAB III METODE PENELITIAN......................................................................... 36 

3.1 Jenis dan Sumber Data ............................................................................ 36 

3.2 Populasi dan Sampel ............................................................................... 37 



 
 

x 
 

3.3 Instrumen Penelitian ................................................................................ 38 

3.4 Teknik Pengumpulan Data ...................................................................... 39 

3.5 Teknik Analisis Data ............................................................................... 40 

BAB IV ANALISIS DATA ................................................................................... 43 

4.1 Gambaran Umum Objek Penelitian dan Data Deskriptif ........................ 43 

4.1.1 Gambaran Umum Objek Penelitian PT. Bank Negara Indonesia 

(Persero), Tbk ................................................................................................. 43 

4.1.2 Data informan................................................................................... 46 

4.2  Proses dan Hasil Analisis ........................................................................ 51 

4.2.1  Indikator Suksesnya Transformasi Digital ...................................... 52 

4.2.2 Tantangan yang Dihadapi dalam Transformasi Digital ................... 57 

4.2.3  Transformasi Digital untuk Meningkatkan Keunggulan Bersaing . 60 

4.2.4  Implementasi Transformasi Digital di BNI..................................... 65 

4.2.5 Inovasi Transformasi Digital BNI .................................................... 67 

4.2.6   Kualitas Layanan dalam Transformasi Digital BNI........................ 71 

4.2.7  Pembelajaran Organisasi pada BNI ................................................ 77 

4.3  Pembahasan Hasil Penelitian .................................................................. 81 

BAB V SIMPULAN DAN IMPLIKASI KEBIJAKAN ........................................ 95 

5.1 Simpulan .................................................................................................. 95 

5.2 Implikasi Kebijakan ................................................................................ 97 

5.3  Keterbatasan Penelitian ........................................................................... 98 

5.4  Agenda Penelitian Mendatang ................................................................. 98 

DAFTAR PUSTAKA ............................................................................................ 99 

LAMPIRAN ......................................................................................................... 108 

 

 

 

 

 


