DAFTAR ISI










      Halaman
SURAT PERNYATAAN..............................................................................  i

LEMBAR PENGESAHAN ..........................................................................  ii
PERSEMBAHAN..........................................................................................  iii
MOTTO...........................................................................................................  iv
KATA PENGANTAR...................................................................................  v
ABSTRAK .....................................................................................................  viii
ABSTRACT ………………………………………………………………..  ix
DAFTAR ISI
 x


DAFTAR TABEL 
 xiv


DAFTAR GAMBAR
 xviii


DAFTAR LAMPIRAN
 xix


BAB I
PENDAHULUAN

1.1 Latar Belakang Penelitian....................................................... 1
1.2 Identifikasi Masalah 
 6


1.3 Maksud dan Tujuan Penelitian 
 7


1.4 Kegunaan Penelitian 
 7


1.4.1   Kegunaan Pengembangan Ilmu 
 7



1.4.2   Kegunaan Operasional
 8 
1.5 Kerangka Pemikiran dan Hipotesis
 9
1.5.1   Kerangka Pemikiran 
 9



1.5.2   Hipotesis
15


1.6 Jadwal Pelaksanaan Penelitian 
16



BAB II
TINJAUAN PUSTAKA

2.1 Customer Relationship Management (CRM)
17

2.1.1Pengertian Customer Relationship Mangement
17

2.1.2 Tujuan Customer Relationship Management
19

2.1.3 Tahapan Customer Relationship Management
20


2.1.4 Klasifikasi Customer Relationship Management
21


2.1.5 Komponen Customer Relationship Management
23


2.1.6 Manfaat Customer Relationship Management...............26
2.2
Loyalitas Pelanggan................................................................28


2.2.1 Pengertian Loyalitas Pelanggan
28


2.2.2 Karakteristik loyalita Pelanggan
30


2.2.3 Jenis-Jenis Loyalitas Pelanggan
31


2.2.4 Tahapan Loyalitas Pelanggan
32
2.3
Hubungan Customer Relationship Management (CRM)

      
Dengan Loyalitas Pelanggan
36

BAB III
OBJEK DAN METODE PENELITIAN

3.1
Objek Penelitian
38


3.2
Metode Penelitian
39



3.2.1 Desain Penelitian
39


3.2.2 Operasional Variabel Penelitian
40



3.2.3 Metode Penarikan Sampel
43



         3.2.3.1 Populasi
43



         3.2.3.2 Sampel
43



3.2.4 Prosedur Pengumpulan data
44



         3.2.4.1 Jenis Dan Sumber Data
44



         3.2.4.2 Teknik Pengumpulan Data
45


3.2.5 Analisis data
46



3.2.6 Rancangan Pengujian Hipotesis
56

BAB IV
HASIL PENELITIAN DAN PEMBAHASAN

4.1
Gambaran Umum Perusahaan
59



4.1.1 Sejarah Perusahaan
59



4.1.2 Struktur Organisasi
60



4.1.3 Deskripsi Jabatan
62


4.2
Pembahasan Penelitian
67



4.2.1 Hasil Uji Validitas Dan Reliabilitas
67


          4.2.1.1 Hasil Uji Validitas
68



          4.2.1.2 Hasil Uji Reliabilitas
70



4.2.2 Profil Responden
72


4.2.3 Tanggapan Responden Terhadap Penerapan 



Customer Relationship Management Yang 


Dilaksanakan Oleh Merdeka Arcade Factory 

Outlet Bandung.............................................................75
4.2.4 Tanggapan Responden Terhadap Loyalitas 

Pelanggan.....................................................................95
4.2.5 Pengaruh Customer Relationship Management 


Terhadap Loyalitas Pelanggan......................................100

4.2.5.1 Analisis Korelasi Rank Spearman....................100

4.2.5.2 Analisis Koefesien Determinasi.......................102

4.2.5.3 Pengujian Hipotesis..........................................103
BAB V KESIMPULAN DAN SARAN

5.1 Kesimpulan.....................................................................................106
5.2 Saran...............................................................................................107
DAFTAR PUSTAKA
LAMPIRAN – LAMPIRAN
RIWAYAT HIDUP
xiii

