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ABSTRAKSI

Penelitian tentang “ Analisis Pengaruh Customer Retention Program

(CRP) Terhadap Loyalitas Melalui Kepuasan Nasabah di PT. Bank Central

Asia,Tbk Cabang Jember. Tujuan penelitian ini adalah untuk mengetahui dan

menganalisis (1) Pengaruh Customer Relationship Marketing terhadap kepuasan

nasabah;(2) Pengaruh After Sales Marketing terhadap kepuasan nasabah;(3)

Pengaruh Implicit Guarantee terhadap kepuasan nasabah;(4) Pengaruh

Unconditional Guarantee terhadap kepuasan nasabah;(5) Pengaruh Defection

Management terhadap kepuasan nasabah;(6) Pengaruh Zero Defect Model

terhadap kepuasan nasabah;(7) Pengaruh Customer Relationship Marketing

terhadap Loyalitas nasabah;(8) Pengaruh After Sales Marketing terhadap loyalitas

nasabah;(9) Pengaruh Implicit Guarantee terhadap loyalitas nasabah;(10)

Pengaruh unconditional Guarantee terhadap loyalitas nasabah;(11) Pengaruh

Defection Management terhadap loyalitas nasabah; (12) Pengaruh Zero Defect

Model terhadap loyalitas nasabah;(13) Pengaruh Kepuasan terhadap loyalitas

nasabah. Populasi adalah seluruh nasabah PT. Bank Central Asia, Tbk., di seluruh

wilayah Cabang Jember, yang pada akhir bulan Februari 2011 telah tercatat

sebanyak kurang lebih 40.300 nasabah. Pengambilan jumlah sampel

menggunakan nonprobality sampling dengan metode (proportionale stratefied

aksidental sampling. Penentuan jumlah sampel sebanyak 165 nasabah. Metode

analisis yang digunakan adalah metode persamaan struktural. Hasil analisis

menunjukkan bahwa Zero Defect Model dan after sales marketing merupakan

program yang mempunyai hubungan signifikan dan positif terhadap loyalitas

sebagai upaya mempertahankan nasabahnya, selanjutnya Implicit Guarantee,

Unconditional Guarantee, Customer relationship Marketing dan yang paling

buruk dibandingkan ke enam program CRP adalah Defection Management.

Kata kunci : Customer Retention Program, Kepuasan, Loyalitas
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ABSTRACT

Research on "Customer Retention Effect Analysis Program (CRP) on Loyalty

Through Customer Satisfaction in the PT. Bank Central Asia, Tbk Branch Jember.

The purpose of this study is to determine and analyze (1) Customer Relationship

Marketing influence on customer satisfaction, (2) Influence of After Sales

Marketing Customer satisfaction; (3) Influence of Implicit Guarantee of customer

satisfaction; (4) The influence of Unconditional Guarantee of customer

satisfaction; (5) The influence of customer satisfaction Defection Management;

(6) Zero defects influence model of customer satisfaction; (7) Effect of Customer

Relationship Marketing Customer Loyalty; (8) Influence of the After Sales

Marketing Customer loyalty; (9) Influence of Implicit Guarantee Customer

loyalty; (10) The influence of unconditional Guarantee on customer loyalty; (11)

Influence of Management Defection of customer loyalty; (12) Zero defects

influence model of customer loyalty; (13) The influence of satisfaction on

customer loyalty. The population is all of our PT. Bank Central Asia, Tbk.,

Jember Branch throughout the region, which at the end of February 2011 has been

recorded about 40,300 customers. Intake of the total sample using the method of

sampling nonprobality (proportionale stratefied aksidental sampling.

Determination of the total sample of 165 customers.Method is a method of

analysis used structural equation. Analysis results indicate that zero defects and

after sales marketing model is a program that has a significant and positive

relationship of loyalty in an effort to defend its customers, further Implicit

Guarantee, Unconditional Guarantee, Customer relationship marketing and the

worst compared to the six CRP program is Defection Management.

Keywords: Customer Retention Program, Satisfaction, Loyalty

���F�Nl-~"�,[?͛?�3��


vi

l�C���uS{$^��g���`*V


vi

DAFTAR ISI

Halaman
HALAMAN JUDUL…...........………………………………………………....... i
KATA PENGANTAR…………………………………………………………… ii
MOTTO.................................................................................................................. iii
ABSTRAKSI… ………………………….………………….............................. iv
ABSTRAKCT. ..................................................................................................... v
DAFTAR ISI.......................................................................................................... vi
DAFTAR TABEL.................................................................................................. viii
DAFTAR GAMBAR............................................................................................. ix

1. PENDAHULUAN
1.1 Latar Belakang Masalah .............……………………………………….. 1
1.2 Rumusan Permasalahan…………………………………………………. 7
1.3 Tujuan Penelitian…….………………………………………………….. 8
1.3.1 Manfaat Penelitian……..……………………………………………. 9

2. LANDASAN TEORI
2.1 Landasan Teori

2.1.1 Definisi Jasa (service)…………………………………………… 10
2.1.2 Karakteristik Jasa…………………….…………………………. 11
2.1.3 Kualitas Jasa…………………………………………………….. 13
2.1.4 Definisi dan Perspektif Kualitas………………………………… 14
2.1.5 Customer Retention Program (CRP)………….………………… 16
2.1.6 Kepuasan Nasabah.……………………………………………... 19
2.1.7 Manfaat Mengukur Kepuasan Nasabah…………….…………… 21
2.1.8 Metode Pengukuran Kepuasan Nasabah…………….………….. 23
2.1.9 Loyalitas Nasabah….…………………………………………… 26
2.1.10 Hubungan Customer Retention Program,Kepuasan dan Loyalitas

Nasabah………………………………………………………… 27
2.2 Penelitian Terdahulu……………………………………………..…….. 29

2.2.1 Kerangka Konseptual..……………………………………………... 32
2.3 Hipotesis……………………………………………………………….. 34

3. METODE PENELITIAN
3.1 Rancangan Penelitia...…………………………………………………. 36
3.2 Populasi dan Sampel

3.2.1 Populasi……..…………………………………………………. 37
3.2.2 Sampel……………..…………………………………………... 37

3.3 Jenis dan Metode Pengumpulan Data…..……………………………… 38
3.4 Identifikasi Variabel……………………..…………………………….. 39
3.5 Definisi Operasional Variabel……………..…………………………… 40
3.6 Metode Analisis Data………………………………..…………………. 43

4. HASIL PENELITIAN,ANALISIS DAN PEMBAHASAN

4�����o�8�1��
�N����


vii

4.1 Hasil Penelitian………………………………………………..……….. 50
4.2 Hasil Analisis Deskriptif Statistik……………………………………... 50

4.2.1 Pengujian Validasi dan Reliabilitas Indikator Pengukuran…..…. 57
4.2.2 Hasil Analisis SEM……..………………………………………. 66
4.2.3 Uji Asumsi SEM……..…………………………………………. 69
4.2.4 Pengukuran Kesesuaian Model…..…………………………….. 72
4.2.5 Uji Signifikansi Kausalitas …………………………………….. 74
4.2.6 Pengukuran Total Pengaruh Pada Setiap Jalur…………………. 75

4.3 Pembahasan Hasil………………………………………………………. 81
4.3.1 Pengaruh CRM terhadap Kepuasan ……………………………. 81
4.3.2 Pengaruh After Sales terhadap Kepuasan …………….………... 82
4.3.3 Pengaruh Implicit Guarantee terhadap Kepuasan ……………… 82
4.3.4 Pengaruh UG terhadap Kepuasan ......................……………….. 83
4.3.5 Pengarug DM terhadap Kepuasan ……………..………………. 84
4.3.6 Pengaruh ZDM terhadap Kepuasan dan Loyalitas………….….. 84
4.3.7 Pengaruh CRM terhadap Loyalitas. …………………………… 84
4.3.8 Pengaruh After Sales terhadap Loyalitas….......................…….. 85
4.3.9 Pengaruh Implicit Guarantee terhadap Loyalitas…..................... 85
4.3.10 Pengaruh UG terhadap Loyalitas…….......................………….. 86
4.3.11 Pengarug DM terhadap Loyalitas……………………………… 86
4.3.12 Pengaruh ZDM terhadap Loyalitas……………………………. 87
4.3.13 Pengaruh Kepuasan nasabah terhadap Loyalitas nasabah…….. 88

5. PENUTUP
5.1 Kesimpulan……………………………………………………………. 89
5.2 Saran saran…………………………………………………………….. 90

DAFTAR PUSTAKA…………………………………………………………. 93
LAMPIRAN LAMPIRAN……………………………………………………. 95

S�T�n�K����nzY��k����


viii

DAFTAR GAMBAR

Halaman

Gambar 2.1 Konsep Kepuasan Nasabah………………………………………..21

Gambar 2.3 Kerangka Konseptual Penelitian......................................................33

Gambar 4.1 Uji Validitas dan Reliabilitas Indikator Variabel CRM ..................58

Gambar 4.2 Uji Validitas dan Reliabilitas Indikator Variabel AM.....................59

Gambar 4.3 Uji Validitas dan Reliabilitas Indikator Variabel IG.... ..................60

Gambar 4.4 Uji Validitas dan Reliabilitas Indikator Variabel UG.. ...................61

Gambar 4.5 Uji Validitas dan Reliabilitas Indikator Variabel DM ....................62

Gambar 4.6 Uji Validitas dan Reliabilitas Indikator Variabel ZDM..................63

Gambar 4.7 Uji Validitas dan Reliabilitas Indikator Variabel CS.. ...................64

Gambar 4.8 Uji Validitas dan Reliabilitas Indikator Variabel CL... ..................65

Gambar 4.9 Model Awal.....................................................................................67

Gambar 4.10 Saturated Model Eksplisit..............................................................69

Gambar 4.11 Total Pengaruh CRM Terhadap CL…………………………….. 75

Gambar 4.12 Total Pengaruh AM Terhadap CL……..……………………….. 76

Gambar 4.13 Total Pengaruh IG Terhadap CL………….……………………..77

Gambar 4.14 Total Pengaruh UG Terhadap CL……………………………….78

Gambar 4.15 Total Pengaruh DM Terhadap CL………………………………79

Gambar 4.16 Total Pengaruh ZDM Terhadap CL……………………………..80

Ͽ�����!v=���{O�����


ix

DAFTAR TABEL

Halaman

Tabel 1.1 Lembaga Perbankan di Kabupaten Jember Tahun 2010........................ 5

Tabel 1.2 Lima Besar Bank Penghimpun Dana Pihak Ketiga di Kabupaten

Jember Tahun 2009 – 2010.....................................................................6

Tabel 1.3 Peringkat Posisi Lima Besar Bank Penghimpun Dana Pihak Ketiga

Di Kabupaten Jember Tahun 2010 ........................................................6

Tabel 3.1 Banyaknya Responden pada KCP dan KCU........................................38

Tabel 3.2 Persamaan Struktural Penelitian...........................................................48

Tabel 3.3 Kriteria Goodnes of Fit dalam SEM.....................................................49

Tabel 4.1 Deskriptif Statistik Variabel Customer Relationship Marketing……..50

Tabel 4.1 Deskriptif Statistik Variabel After Sales Marketing…………………..51

Tabel 4.1 Deskriptif Statistik Variabel Implicit Guarantee……………………...52

Tabel 4.1 Deskriptif Statistik Variabel Unconditional Guarantee……………....53

Tabel 4.1 Deskriptif Statistik Variabel Defection Managemen………………….54

Tabel 4.1 Deskriptif Statistik Variabel Zero Defect Model……..………………..55

Tabel 4.1 Deskriptif Statistik Variabel Customer Satisfaction …………………56

Tabel 4.1 Deskriptif Statistik Variabel Customer Loyalty………………………57

Tabel 4.9 Ringkasan Hasil Uji Validitas dan Reliabilitas Variabel Laten............66

Tabel 4.10 Uji Normalitas Data…………………………………………………70

Tabel 4.11. Evaluasi Kriteria Goodness of Fit Dalam SEM…………………….74

Tabel 4.12 Signifikansi Koefisien Jalur Pada α = 5 %.........................................74

Tabel 4.13 Urutan Total Pengaruh Pada Setiap Jalur...........................................81

��k����Mǔ!{�/,�����#

