
 

81 

 

DAFTAR PUSTAKA 

 

Abdul, M., Sani, I., Sudirman, A., Noviany, H., Taher Rambe, M., Raflina, R., Adnan, Y., 

Abdurohim, Adha, S., Fajar, F., Pujilestari, S., Mulyana, I. K. E., & Widiati, E. 

(2023). Manajemen Pemasaran Jasa (Konsep Dasar Dan Strategi). In EUREKA 

MEDIA AKSARA. 

Afriana, S., Rahmaniar, E., & Shaleh, S. (2022). Concept of Quantitative Research 

Methodology and Its Implications on Methods in Islamic Education. IJECA 

(International Journal of Education and Curriculum Application), 5(2), 133. 

https://doi.org/10.31764/ijeca.v5i2.8973 

Ahyani, A. (2022). Pengaruh Kualitas Produk Dan Kualitas Pelayanan Terhadap Kepuasan 

Konsumenpada Dapuruma Di Masjid Raya Bintaro Jaya Tangerang Selatan. 

SCIENTIFIC JOURNAL OF REFLECTION : Economic, Accounting, Management 

and Business, 5(3), 694–701. https://doi.org/10.37481/sjr.v5i3.523 

Alsmadi, A. A., Shuhaiber, A., Alhawamdeh, L. N., Alghazzawi, R., & Al-Okaily, M. 

(2022). Twenty Years of Mobile Banking Services Development and Sustainability: 

A Bibliometric Analysis Overview (2000–2020). Sustainability, 14(17), 10630. 

https://doi.org/10.3390/su141710630 

Ambarita, L. G., Sekarningsih, P. R., & Lestari, Y. H. S. (2023). The Effect of Product 

Quality and Service Quality, Customer Satisfaction on Customer Loyalty. Indonesian 

Marketing Journal, 3(1), 21. https://doi.org/10.19166/imj.v3i1.6854 

Archawaporn, L., & Leelasantitham, A. (2021). Managing Factors to Stages of the Online 

Customer Journey Influence on Brand Trust. Journal of Web Engineering. 

https://doi.org/10.13052/jwe1540-9589.2056 

Chiguvi, D., & Guruwo, P. T. (2017). Impact of Customer Satisfaction on Customer 

Loyalty in the Banking Sector . International Journal of Scientific Engineering and 

Research (IJSER) , 5(2). 

Creswell, J. W., & Creswell, J. D. (2022). Research Design: Qualitative, Quantitative, and 

Mixed Methods Approaches. Sage Publications. 

Dangiso, D. (2024). Factors Influencing Customer Loyalty in the Banking Industry: A Case 

Study of Selected Private Commercial Banks in Hawassa City. 

https://doi.org/10.32388/Z3RY2S 

Das, S., Nayyar, A., & Singh, I. (2019). An assessment of forerunners for customer loyalty 

in the selected financial sector by SEM approach toward their effect on business. Data 

Technologies and Applications, 53(4), 546–561. https://doi.org/10.1108/DTA-04-

2019-0059 

Fachri. (2024, May 3). Sabet Peringkat 1, BRImo dan Sabrina Jadi Mobile Banking 

Terbaik di Indonesia Versi MRI! Liputan6.Com. 



82 

 

 

Frobenius, A. C., Indriyatmoko, T., & Putri, A. P. (2023). Analisis Customer Journey 

Dalam Peningkatan Customer Experience Pada Alur Proses Pemesanan Aplikasi 

Dapurgo.com. Jurnal Sistem Dan Teknologi Informasi (JustIN), 11(3), 425. 

https://doi.org/10.26418/justin.v11i3.60649 

Ghozali, I. (2018). Aplikasi Analisis Multivariate Dengan Program SPSS 25 Edisi 9. In 

UNDIP. 

Gultom, D. K., Arif, M., & Fahmi, M. (2020). Determinasi Kepuasan Pelanggan Terhadap 

Loyalitas Pelanggan Melalui Kepercayaan. Jurnal Ilmiah Magister Managemen, 

3(2). 

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

Analysis (7th ed.). Pearson Education Limited . 

Hair, J. F., Hult, G. T. M., Ringle, C. M., Sarstedt, M., Danks, N. P., & Ray, S. (2021). 

Partial Least Squares Structural Equation Modeling (PLS-SEM) Using R. Springer 

International Publishing. https://doi.org/10.1007/978-3-030-80519-7 

Hasan, G., & Lim, J. (2024). The Influence of Service Quality Factors on Customer 

Satisfaction in the Banking Sector in Batam City. International Journal of Scientific 

and Research Publications, 14(1), 369–380. 

https://doi.org/10.29322/IJSRP.14.01.2024.p14537 

Hutubessy, E. O., Melmambessy, S., & Gomies, S. J. (2024). Pengaruh Kepercayaan Dan 

Kepuasan Terhadap Loyalitas Nasabah Tabungan Harapan BCA Cabang Ambon. 

Jurnal Administrasi Terapan, 3(1). 

Indrasari, Y. (2019). Analisis Kepuasan Pelanggan terhadap Pelayanan Jasa Pengiriman 

Barang PT. Pos Indonesia Cabang Malang. Jurnal Bisnis Dan Manajemen, 11(1), 86–

96. 

Kanwal, M., Arshad, M. R., Shahid, M., & Gul, R. (2022). The Framework of Loyalty and 

Customer Satisfaction with Perceived value and Omni-channel Integration Quality as 

Drivers in Banking Sector of Pakistan. Pakistan Journal of Humanities and Social 

Sciences, 10(4). https://doi.org/10.52131/pjhss.2022.1004.0313 

Khoo, K. L. (2022). A study of service quality, corporate image, customer satisfaction, 

revisit intention and word-of-mouth: evidence from the KTV industry. PSU Research 

Review, 6(2), 105–119. https://doi.org/10.1108/PRR-08-2019-0029 

Komulainen, H., & Saraniemi, S. (2019). Customer Centricity in Mobile Banking: A 

Customer Experience Perspective. International Journal of Bank Marketing, 37(5), 

1082–1102. https://doi.org/10.1108/IJBM-11-2017-0245 

Kotler, P., & Armstrong, G. (2014). principle of marketing (15th ed.). Pearson. 

Kotler, P., & Keller, K. L. (2016). Marketing Management (15th ed.). Pearson. 

Lahadcni, R., Zulkifli, S., & Sekar, T. N. (2024). The Development of Customer Journey 

Mapping in Digital-Based Start-up Businesses. Innovation, Technology, and 



83 

 

 

Entrepreneurship Journal, 1(1), 1–12. https://doi.org/10.31603/itej.10704 

Likumahua, D. (2011). Faktor Kualitas LayananSerta Pengaruhnya Terhadap Kepuasan 

dan Loyalitas Nasabah Perbankan di Ambon . Journal of Business and Banking , 1(1), 

15–28. 

Lintang, I. (2024, June 13). DATA: 10 Mobile Banking Terbaik dan Paling Diminati di 

Indonesia. Inilah.Com. 

Lubis, L. N., & Parhusip, A. A. (2023). Pengaruh Kualitas, Kepuasan, Dan Kepercayaan 

Terhadap Loyalitas Pelanggan Paket Internet Simpati (Studi Pada Mahasiswa 

Universitas Potensi Utama). Jurnal Bintang Manajemen, 1(1), 235–250. 

https://doi.org/10.55606/jubima.v1i1.1134 

Mardatillah, N. A. (2021). Analisis Faktor-Faktor yang Mempengaruhi Loyalitas 

Pelanggan pada Naem 555 Cucian . Jurnal Akuntansi Manajemen Madani, 7(2). 

Mashuri, M. (2020). Analisis Dimensi Loyalitas Pelangan Berdasarkan Perspektif Islam. 

IQTISHADUNA: Jurnal Ilmiah Ekonomi Kita, 9(1), 54–64. 

https://doi.org/10.46367/iqtishaduna.v9i1.212 

Maulana, M., & Mulyana, M. (2013). Pengaruh Pelayanan Terhadap Kepuasan Pelanggan 

dan Implikasinya Terhadap Citra Perusahaan Studi Kasus Pada Hotel Mirah Bogor. 

Jurnal Ilmiah Manajemen Kesatuan, 1(2), 195–204. 

https://doi.org/10.37641/jimkes.v1i2.267 

Micheaux, A., & Bosio, B. (2019). Customer Journey Mapping as a New Way to Teach 

Data-Driven Marketing as a Service. Journal of Marketing Education, 41(2), 127–

140. https://doi.org/10.1177/0273475318812551 

Mjaku, G. (2020). Why is customer loyalty so important in the banking sector? - An 

overview ! International Journal of Scientific and Research Publications (IJSRP), 

10(9), 807–810. https://doi.org/10.29322/IJSRP.10.09.2020.p10596 

Muda, Y. P. (2024). STRATEGI CUSTOMER JOURNEY MAP UNTUK MENINGKATKAN 

CUSTOMER EXPERIENCE PADA PRODUK HMNS PERFUME. 5(2), 117–121. 

Pakurár, M., Haddad, H., Nagy, J., Popp, J., & Oláh, J. (2019). The Service Quality 

Dimensions that Affect Customer Satisfaction in the Jordanian Banking Sector. 

Sustainability, 11(4), 1113. https://doi.org/10.3390/su11041113 

Panizza, U. (2024). Bank Ownership Around The World. Journal of Banking & Finance, 

166, 107255. https://doi.org/10.1016/j.jbankfin.2024.107255 

Safrudin, R., Zulfamanna, Kustati, M., & Sepriyanti, N. (2023). Penelitian Kualitatif. 

Journal Of Social Science Research, 3(2), 1–15. 

Said, A., & Nitasari, A. (2020). Pengaruh Harga dan Kualitas Pelayanan terhadap Kepuasan 

Pelanggan di Sport Station Kota Batu. JAMIN : Jurnal Aplikasi Manajemen Dan 

Inovasi Bisnis, 3(1), 106. https://doi.org/10.47201/jamin.v3i1.68 



84 

 

 

Sekaran, U. (2017). Metode Penelitian untuk Bisnis (6th ed). Salemba Empat . 

Setiawati, S. (2024, June 10). Cashless Makin Digemari, Ini 5 Digital Banking Pilihan 

Warga RI. CNBC Indonesia. 

Shah, S. A., Bilal, H., & Sanober, I. (2024). Nexus Between Service Quality & Customer 

Loyality : Mediating Role of Customer Satisfaction in Banking Sector. Journal of 

Social Research Development, 5(1), 37–46. https://doi.org/10.53664/JSRD/05-01-

2024-04-37-46 

Sugiyono. (2019). Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Alphabet. 

Taufik, A., Santoso, S., Fahmi, M. I., Restuanto, F., & Yamin, S. (2022). The Role of 

Service and Product Quality on Customer Loyalty. Journal of Consumer Sciences, 

7(1), 68–82. https://doi.org/10.29244/jcs.7.1.68-82 

Tjiptono, F. (2015). Strategi Pemasaran (Edisi 4). Andi. 

Tjiptono, F., & Chandra, G. (2016). Service, quality and satisfaction (4th ed.). CV Andi 

Offset. 

Tueanrat, Y., Papagiannidis, S., & Alamanos, E. (2021). Going on a journey: A review of 

the customer journey literature. Journal of Business Research, 125, 336–353. 

https://doi.org/10.1016/j.jbusres.2020.12.028 

Umatin, C., Vanessa, C., Sulkha, A., Nurkholifah, N., Pambudi, A., Al Muiz, M. N., & 

Ridwanulloh, M. U. (2024). Urgensi Mutu Pelayanan Customer Service Dalam 

Meningkatkan Kepuasan Dan Loyalitas Nasabah. WADIAH, 8(2), 324–345. 

https://doi.org/10.30762/wadiah.v8i2.1509 

Verawaty, V., & Talawa, M. (2024). The Effect of Relationship Marketing and Customer 

Satisfaction on Customer Loyalty at PT. Bank Muamalat Indonesia. Jurnal Economic 

Resource, 7(1), 65–76. https://doi.org/10.57178/jer.v7i1.858 

Winata, H., Thoyib, A., Rohman, F., & Yuniarinto, A. (2024). The Effect of Perceived Risk 

and Customer Experience on Loyalty Intention for Mobile Banking: The Moderating 

Role of Customer Satisfaction. International Journal of Religion, 5(10), 3405–3422. 

https://doi.org/10.61707/yvscxr28 

Wulandari, D. (2022). Customer Satisfaction as a Priority in Excellent Banking Services. 

KINERJA: Jurnal Manajemen Organisasi Dan Industri, 1(1), 27–34. 

https://doi.org/10.37481/jmoi.v1i1.5 

Yonatan, A. Z. (2024, June 5). Mobile Banking Terpopuler di Indonesia 2024. GoodStats. 

Yusmardi, Y., Evanita, S., & Idris. (2019). The Influence of Satisfaction on Dimension of 

Service Quality toward Loyality of Savings Customers at PT. Bank Bukopin, Tbk. 

Branch of Padang. Proceedings of the Third Padang International Conference On 

Economics Education, Economics, Business and Management, Accounting and 

Entrepreneurship (PICEEBA 2019). https://doi.org/10.2991/piceeba-19.2019.81 



85 

 

 

Zulkifly, Z. A., Brasit, N., Alhaqqi, M. S., & Adelia, S. (2022). Analisis Peningkatan Kualitas 

Layanan Mobile Banking dengan Pendekatan Metode E-Servqual. Jurnal Bisnis, 

Manajemen, Dan Informatika, 19(1).


