DAFTAR ISI










      Halaman
SURAT PERNYATAAN
i

LEMBAR PENGESAHAN
ii

MOTTO
iii


KATA PENGANTAR
iv
 

ABSTRAK 
vii


ABSTRACT 
viii


DAFTAR ISI
ix


DAFTAR TABEL 
xiii


DAFTAR GAMBAR
xviii


DAFTAR LAMPIRAN
xix


BAB I    
PENDAHULUAN

1.1 Latar Belakang Penelitian 
1



1.2 Identifikasi Masalah 
7


1.3 Maksud dan Tujuan Penelitian 
7


1.4 Kegunaan Penelitian 
8


1.4.1   Kegunaan Pengembangan Ilmu 
8



1.4.2   Kegunaan Operasional
9


1.5 Kerangka Pemikiran dan Hipotesis
10
1.5.1   Kerangka Pemikiran 
10



1.5.2   Hipotesis
17


1.6 Jadwal Pelaksanaan Penelitian 
18



BAB II   
TINJAUAN PUSTAKA

2.1 
Customer……………………………………………………. 19

 
2.2.1 Pengertian Customer...................................................... 19

2.2 
Customer Relationship Management (CRM)
 20


2.2.1 Pengertian Customer Relationship Management 


         (CRM) ………………………………………………… 20


2.2.2 Komponen Customer Relationship Management 


         (CRM)…………………………………………………. 22


2.2.3 Tujuan Customer Relationship Management 


         (CRM)…………………………………………………. 25


2.2.4 Manfaat Customer Relationship Management 


         (CRM)………………………………………………….  26

                    2.3  Loyalitas Pelanggan...............................................................   27


2.3.1  Pengertian Loyalitas.....................................................   27



2.3.2  Karakteristik dan Tahapan-tahapan 



Loyalitas Pelanggan ………………………………….  29

2.4
Keterikatan Customer Relationship Management 


dengan Loyalitas Pelanggan ……………………………….  31
BAB III METODE PENELITIAN

3.1 Objek Penelitian.......................................................................  33

3.2 Metode Penelitian.....................................................................  34
3.2.1 Desain Penelitian.........................................................  34
3.2.2 Operasionalisasi Variabel Penelitian...........................  35
3.2.3 Metode Penarikan Sampel …………………………..  38

         3.2.1.1 Populasi ...........................................................  38

                                    3.2.3.2 Sampel .............................................................  39

3.2.4 Prosedur Pengumpulan Data .......................................  40
3.2.4.1 Jenis dan Sumber Data ...................................   40
3.2.4.2 Teknik Pengumpulan Data .............................   41

3.2.5 Analisis Data ..............................................................   42
3.2.6 Rancangan Pengujhian Hipotesis ...............................   52
BAB IV HASIL PENELITIAN DAN PEMBAHASAN

4.1 Hasil Penelitian……...............................................................   55
4.1.1 Sejarah Perusahaan.......................................................   55
4.1.2 Struktur Organisasi.......................................................   55
4.1.3 Deskripsi Jabatan..........................................................   57
4.2 Pembahasan............................................................................   61

4.2.1 Profil Responden…......................................................   61
4.2.2 Tanggapan Responden Terhadap Penerapan

Customer Relationship Management yang dilaksanakan 

Oleh PT. Kerubim Nusa Indah Bandung.....................  63
4.2.3 Tanggapan Responden Terhadap Loyalitas Pelanggan Pada   PT. Kerubim Nusa Indah Bandung.............................   86
4.2.4 Pengaruh Customer Relationship Management Terhadap

Loyalitas Pelanggan Pada PT. Kerubim Nusa 

Indah Bandung..........................................................  92
4.2.4.1 Analisis Korelasi Rank Spearman................  92
4.2.4.2 Analisis Koefisien Determinasi....................  93
4.2.4.3 Pengujian Hipotesis......................................  94
BAB V KESIMPULAN DAN SARAN

5.1 Kesimpulan................................................................................  97
5.2 Saran..........................................................................................  98

DAFTAR PUSTAKA
LAMPIRAN – LAMPIRAN
RIWAYAT HIDUP
