DAFTAR ISI

HALAMAN JUDUL ...ttt st nne s i
SERTIFIKASI ...ttt sttt sre b e e ens ii
PENGESAHAN TESIS ...ttt iii
MOTTO DAN PERSEMBAHAN ..ottt iv
ABSTRAGCK ..ottt sttt bbbttt ettt %
ABSTRAK ...ttt ettt n e et e ere st sttt enes vi
KATA PENGANTAR ..ottt sttt vii
DAFTAR ISttt ettt X
DAFTAR TABEL ..ottt e Xiii
DAFTAR GAMBAR ...ttt Xiv
BAB | PENDAHULUAN ..ottt 1
1.1.  Latar Belakang Penelitian...........cccoooeiiiiiiiiiiieniseeeee s 1
1.2, RUMUSAN MaSAlAN........ccoiiiiiiiiieee e 18
1.3, Batasan Masalah ..o e 19
1.4, Definisi OPErasional...........ccccooiieiieiiiiiiise e 20
1.5, Tujuan Penelitian ... 22
1.6.  Manfaat Penelitian ........ccccoiiiiiieieicces e 23
I A © (U1 110 T- I TS OSSPSR 23

BAB Il TELAAH PUSTAKA DAN PENGEMBANGAN MODEL

PENELITIAN ..ot 25
2.1, Telaah PUSEAKA........cccoiiiiiiecee e 25
2.1.1. Customer LOYalt ......cccooeiieiiiiiiiieieseseeeee e 25
2.1.2. Perceived RiSK..........coiiiiiiiiei i 29
2.1.3. Customer Relationship Marketing ...........ccoceovvvniininineniieieicins 36
2.2.  Hubungan Antar Variabel ... 42
2.2.1 Pengaruh Complaint Resolution Terhadap Perceived Risk............... 42
2.2.2 Pengaruh Customer Empowerment Terhadap Perceived Risk........... 42
2.2.3 Pengaruh Customer Knowledge terhadap Perceived Risk................. 43



2.2.4 Pengaruh Perceived Risk Terhadap Customer Loyalty ..................... 43

2.3 Penelitian TerdahulU..........ccooco oo 44
2.4 Kerangka PemiKiran TEOFHIS . ........coviviiriiiieicieeee e 45
BAB 111 METODE PENELITIAN .....coiiiiiiiiice s 46
3.1 Jenis dan SUMDEr Data .......cc.coveiiiiiiiiiiiee s 46
TN S I 1 v T 1 USSP 46
3.1.2. Data SEKUNUEN ......cuoiiiiiiieieiiee e 46
3.2, Populasi dan SAmMPel..........ccooiiiiiiiii 47
3.2. 1. POPUIBSI ..ottt 47
3.2.2. SAMPEL..iiiiie s 47
3.3.  Definisi Operasional Variabel ...........c.ccccooeiiiiiiiiiiiiccce e 48
3.3.1. Variabel Dependen, Independen dan Mediator............cccccoevvvvinnnnns 48
3.4.  Tehnik Pengumpulan Data ........ccccoevieiiiiiie i 52
3.5, TeKNIK ANALISIS....cciiiiiiiieiieieiees e 53
3.5.1. Second Order Confirmatory Analysis...........cccocevvriirineneneieiiiiniens 53
3.5.2. Uji Mediasi dengan Uji SODel...........ccoeiiiiiiiiniiiiineeeee 58
BAB 1V ANALISIS DATA DAN PENGUJIAN HIPOTESIS .......cccooviiiinnn. 59
4.1, PendanUIUAN........ccoiieiece ettt 59
4.2.  Uji Validitas dan Reliabilitas KUESIONET .........ccccoveiviveieiecicce et 59
4.2.1, UJi Validitas ......ccoveiiiiiiiii ittt 59
4.2.2. Uji Reliabilitas ........ccoooeiiiiiiiiiieeees s 60
4.3.  Proses Analisis Data dan Pengujian Model Penelitian ..........c.ccccoceeiinnnne. 61
4.3.1. Pengembangan Model Berdasarkan Teori ........ccccocvevveviivievesreenenne. 61
4.3.2. Menyusun Diagram Alur (Path Diagram).........cccccvvenenereiniinnnnn. 62
4.3.3. Konversi Diagram Alur ke dalam Persamaan...........ccccccoevevvrvenenne. 62
4.3.4. Memilih Matriks Input dan Teknik EStiMasi .........cccccoeevrevererenenen. 62
4.3.5. Menilai Problem 1dentifikasi ...........ccccooveiiiiinieniiieeeeeee e 73
4.3.6. Evaluasi Kriteria Goodness of Fit.........ccccccocveiivieiiieiiniiiiesececee, 74
4.3.7. Interpretasi dan Modifikasi Model............cccooovviiinniniiice, 80
4.4,  Pengujian Hipotesis PENEITIAN ........c.cooiiieriiiiie e 82
4.4.1. Pengujian HIPOESIS L......ocvviiiriiiiiiienieiieeeee s 82
4.4.2. Pengujian HIPOTESIS 2....c.ccviiiiiriiiiiiieiie e 83

Xi



4.4.3. Pengujian HIPoteSiS 3......ccoviveiiiiiie e 83

4.4.4. Pengujian HIPOESIS 4.......cviiiiiiiieieeieieeeee s 84
A5, UJESODEL ..o 84
4.6, PembDaNaSaNn ........ccooviiiiiiii s 87
4.6.1. Pengaruh complaint resolution terhadap perceived risk ................... 87
4.6.2. Pengaruh customer knowledge terhadap perceived risk.................... 88
4.6.3. Pengaruh customer empowerment terhadap perceived risk .............. 90
4.6.4. Pengaruh perceived risk terhadap customer loyalty..............cccocu...... 91
4.7, KeSIMPUIAN Bab ......cccoviiiiiiiiiccc s 94
BAB V KESIMPULAN DAN IMPLIKASI KEBIJAKAN .......cccccocviviniiiennnene. 95
5.1.  Ringkasan Penelitian ...........cccocvoviiiiiiiii i 95
5.2, KESIMPUIAN ..ottt 95
5.3.  Implikasi Manajerial............cccoooiiiiiiiiiiiicie e 98
5.4.  Keterbatasan Penelitian ..........cccccoiviiiiiniienieeeseese s 99
5.5.  Agenda Penelitian Mendatang............ccoeiveirinineneneneese s 100
DAFTAR PUSTAKA ..ottt 102
LAMPIRAN L.ttt ettt ne st ne e 113

Xii



Tabel 1.
Tabel 1.
Tabel 1.
Tabel 1.
Tabel 1.
Tabel 2.
Tabel 3.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

DAFTAR TABEL

1 Jaringan Kerja Kanwil BRI Jakarta 3 ...........cccccocveviiieneiinese e 6
2 Jaringan Layanan Prioritas BRI Kanwil Jakarta 3............ccccooiiininiicicinnne 6
3 Jumlah Nasabah Prioritas dan Aset Kelolaan ............cccoovviininincncncicne 12
4 Kelompok Usia Nasabah Prioritas Kanwil BRI Jakarta 3 ............ccccceeevvvenene. 12
5 Kelompok Profesi Nasabah Prioritas...........c.ccoceeieiiiiiniiin e 12
1 Penelitian TerdanulU .........ccooviiieiiiice e 44
1 Definisi Operasional Variabel..............ccocooiiiiiiiiiii e 48
1 Hasil Pengujian Validitas..........ccceiviiiiriiiieieieeee e 60
2 Hasil Ringkasan Uji Reliabilitas............cccvviiieiiiiiiiiicceceeie 61
3 Model Persamaan StrUKLUral............ccoooviieiiiieie e 62
4 Sample Covariens EStMALeS........cccovveiiiiii e 63
5 Hasil Uji FUIl MOEL .........coeiiiie e e 68
6 Hasil Regression Weights Analisis Struktural Equation Modeling.................. 69
7 Koefisien Determinasi (Squared Multiple Correlation) ..........cccccoeveveivennne. 69
8 Hasil Estimasi Direct EffeCt..........ccouieiiiiiiii e 70
O INAITECE EffECTS ...t 71
10 TOtAl EFfECES vt 72
11 Direct dan indirect effect serta total effect...........cccooevviiiiiniiiece 73
12 Statistik DeSKIIPLIT ......c.cooiiiiiiiece e e 75
13 Evaluasi Multivariet QULIIET ..........cccveveveeiee e e 76
14 NOrMAlitas DAt .......ceiverreiiiiiiereieee e sreerae e 78
15 Standardized Residual CovarianCe..........ccocoovieieieiininine e 81
16 Pengujian HIPOTESIS ....ccveviiireieieieiisiesie st 82
17 Kesimpulan Pengujian HIPOTESIS .........ccviiririiiiiieininse e 84

Xiii



Gambar 1.
Gambar 2.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.

Gambar 4.

Gambar 4.

Gambar 5.

Gambar 5.
Gambar 5.

~N oo O WN R R e

DAFTAR GAMBAR

Pilar Wealth Management ...........ccccocveveieeie i 10
CRIM DIMENSION ...ttt sie et see e sre e 45
Hasil Uji Confirmatory factor analysis untuk Complaint Resolution.. 64
Hasil Uji Confirmatory factor analysis untuk Customer Knowledge.. 65
Hasil Uji Confirmatory factor analysis untuk Customer Empowerment 65

Hasil Uji Confirmatory factor analysis untuk perceived Risk.............. 66
Hasil Uji Confirmatory factor analysis untuk Customer Loyalty........ 66
Hasil Uji Structural Equation Model.............cccoovoviiiinininiic 67

Uji Sobel complaint resolution terhadap customer loyalty melalui variabel
PEICRIVEA FISK....eiiiieieiicii e e 85
Uji Sobel customer knowledge terhadap customer loyalty melalui variabel
PEICEIVEA FISK....oiiiiiiciccie i e 86

Uji Sobel customer empowerment terhadap customer loyalty melalui

variabel Perceived FisK.........coviciiieeic e 87
Peningkatan Loyalitas Nasabah (customer loyalty) — Proses 1............ 96
Peningkatan Loyalitas Nasabah— Proses 2.........ccccccoeveveviiieeveieenenne. 97
Peningkatan Loyalitas Nasabah— Proses 3.........c.ccccoeveviviiieeveieenenne. 97

Xiv



