
131  

    
 

 

 

 

 

REFERENCES 

 

A. Parasuraman, Valarie A. Zeithaml, and L. L. B. (1988). SERVQUAL: A 

Multiple-Item Scale for Measuring Consumer Perceptions of Service Quality. 

Journal of Retailing, 64 (1). 

Abdillah, W. dan J. (2015). Partial Least Square (PLS) Alternatif. Structural 

Equation Modeling (SEM) dalam Penelitian Bisnis. 

Abdillah, W., & Jogiyanto, H. (2015). Partial Least Square (PLS) : Alternatif 

Structural Equation Modeling (SEM) dalam Penelitian Bisnis (1st ed.). Andi. 

Andi. Tjiptono, F. (2015). Strategi Pemasaran. Penerbit Andi. 

Chin, W. W. (2010). How to Write Up and Report PLS Analyses. 

Daulay, A., & et al. (2020). Perilaku Konsumen dan Komunikasi Pemasaran. In 

Manajemen dan Bisnis (2nd ed., Vol. 4, Issue 1). Remaja Rosdakary. 

Djihane Malki, Mohammed Bellahcene, Hela Latreche, M. T. and R. C. (2024). 

How social CRM and customersatisfaction affect customer loyalty. Spanish 

Journal of Marketing. 

Durianto, D. (2019). Strategi Menaklukan Pasar Melalui Riset Ekuitas dan Perilaku 

Merek, PT Gramedia Pustaka Utama, Jakarta. In Electoral Governance (Vol. 

12, Issue 2). PT Gramedia Pustaka Utama. 

https://talenta.usu.ac.id/politeia/article/view/3955 

Ghozali, I., & Latan, H. (2015). Partial Least Squares Konsep, Teknik dan Aplikasi 

Menggunakan Program SmartPLS 3.0 untuk Penelitian Empiris (Ed.2). Badan 

Penerbit Universitas Diponegoro. 

Griffin, J. (2005). Customer loyality, menumbuhkan dan mempertahankan 

kesetiaan pelanggan. Erlangga. 

Hair, J.F., Black, W.C., Babin, B.J. and Anderson, R. E. (2010). Multivariate Data 

Analysis (7th Editio). 

Hair, J.F., Black, W.C., Babin, B.J. and Anderson, R. E. (2013). Multivariate Data 

Analysis. 

Handi, I. (2004). 10 Prinsip Kepuasan Pelanggan (Cetakan Ke). Elex Media 

Komputindo. 



132  

    
 

 

 

 

 

Hidayat, A. A. (2009). Metode Penelitian Keperawatan Dan Tekhnik Analisis Data. 

Salemba Medika. 

Homburg, C. (2017). Customer experience management: toward implementingan 

evolving marketing concept. J. of the Acad. Mark. Sci. 

Kapferer, J. N. (2008). The New Strategic Brand Management: Creating and 

Sustaining Brand Equity Long Term. Kogan Page Publishers. 

Kaur, A. (2021). Brand Equity, Brand Satisfaction, and Brand Loyalty: A Study of 

Select E-Commerce Industry. 

Kotler, P., & Keller, K. L. (2016). Marketing Management ((14th edit). Shanghai 

People’s Publishing House. 

Kotler, P., & Keller, K. L. (2016). (2016). Marketing Management (14th edition). 

Shanghai People’s Publishing Hous. 

Kotler, P., Amstrong, G., & Balasubramaiman, S. (2023). Principles of Marketing, 

Global Edition, 19/E. Pearson Education. 

Nitin Liladhar Rane, Anand Achari, S. P. C. (2023). ENHANCING CUSTOMER 

LOYALTY THROUGH QUALITY OF SERVICE: EFFECTIVE STRATEGIES 

TO IMPROVE CUSTOMER SATISFACTION, EXPERIENCE, 

RELATIONSHIP, AND ENGAGEMENT. 

Payne, A., & Frow, P. (2017). Relationship Marketing: Looking Backwards towards 

the Future. Journal of Services Marketing. 

Peelen, E., & Beltman, R. (2023). Customer Relations Management. Pearson 

Education, United Kingdom. 

Prastowo, W. D., & Tarmuji, A. (2018). Pembuatan Model Customer Relationship 

Management (CRM) Bidang Perindustrian (Studi Kasus Dinas Perindustrian 

Perdagangan Koperasi dan UKM Provinsi DIY). JSTIE (Jurnal Sarjana Teknik 

Informatika) (E-Journal), 6(1), 1–8. 

http://journal.uad.ac.id/index.php/JSTIF/article/view/12382 

Ramadhania, H. M., & Afriani, D. (2023). The relationship between CRM, 

knowledge management, organization commitment, customer profitability and 

customer loyalty in telecommunication industry: The mediating role of 

customer satisfaction and the moderating role of brand image. 

Rangkuti, F. (2017). Teknik Membedah Kasus Bisnis Analisis SWOT. PT.Gramedia 

Pustaka Utama. 



133  

    
 

 

 

 

 

Ratih, H. (2010). Bauran Pemasaran dan Loyalitas Konsumen. In Alfabeta, cv (Vol. 

1, Issue 2). Alfabeta. 

Redjeki, F. (2020). The Influence of Customer Relationship Management (CRM) on 

Customer Trust and Loyalty in PT Amartha Sejahtera. 

Reichheld, F. and Schefter, P. (2020). E-Loyalty. Harvard Business Review. 

S. Lokesh, Menaga.A, S. V. (2022). Influence Of Customer Relationship 

Management Towards Customer Loyalty with Mediating Factor Customer 

Satisfaction in the Insurances Sector. 

Salsabilla, A. A. (2021). Implementasi Customer Relationship Management (CRM) 

Pada Unit BusinessGovernment Enterprise Service (BGES) di PT. Telkom 

Witel SUMBAR. EProceeding of Applied Science, Vol 7 no.4. 

Sugiyono. (2017). Metode Penelitian Kuantitatif, Kualitatif, dan R&. Alfabeta. 

Suwandi. (2022). Impact Analysis Of Covid-19 Pandemic On E-Commerce In 

Indonesia Business And Recovery Strategies In The Era Of New Normal. 

Asian Journal of Logistics Management, 1, no. 

Tjiptono, F. (2004). Manajemen Jasa. Penerbit Andi Edisi Kedua. 

Tjiptono, F. (2014a). Pemasaran Jasa –Prinsip, Penerapan, dan Penelitian. Andi 

Offset, Yogyakarta. 

Tjiptono, F. (2014b). Pemasaran Jasa –Prinsip, Penerapan, dan Penelitian. Andi 

Offset. 

Tjiptono, F. (2015). Strategi Pemasaran (4th ed.). penerbit Andi. 

V. Kumar, W. R. (2018). Customer Relationship Management (3rd ed.). Springer 

Berlin, Heidelberg. 

  

  


