DAFTAR PUSTAKA

Aaker, D. A. (1991). Managing Brand Equity. New York: The Free Press.

Ahn, J. H,, Han, S. P.,, & Lee, Y. S. (2006). Customer churn analysis: Churn
determinants and mediation effects of partial defection in the Korean
mobile telecommunications service industry. Telecommunications
Policy, 30(10-11), 552-568.
https://doi.org/10.1016/j.telpol.2006.09.006

Aksoy, L., Keiningham, T. L., Buoye, A., Lariviére, B., Williams, L., & Wilson, 1.
(2015). Does loyalty span domains? Examining the relationship
between consumer loyalty, other loyalties and happiness. Journal of
Business Research, 68(12), 2464-2476.
https://doi.org/10.1016/j.jbusres.2015.06.033

Al-Zoubi, M. R. (2013). Service Quality Effects on Customer Loyalty among the
Jordanian Telecom Sector “Empirical Study.” International Journal of
Business and Management, 8(7), 35-45.
https://doi.org/10.5539/ijbm.v8n7p35

Ali, A. A. E. B. R., Othman, A. K. Bin, Hassan, F. B. H., & Arshad. (2018). The
Influence of Customer Experience on Customer Loyalty in
Telecommunication Industry. International Journal of Academic
Research in Business and Social Sciences, 8(3), 37-45.
https://doi.org/10.6007/ijarbss/v8-i3/3909

Ali, F., Kim, W. G., Li, J., & Jeon, H. M. (2018). Make it delightful: Customers’
experience, satisfaction and loyalty in Malaysian theme parks. Journal
of Destination Marketing and Management, 7, 1-11.
https://doi.org/10.1016/j.jdmm.2016.05.003

Bahri Ammari, N., & Bilgihan, A. (2019). Customer Retention to Mobile
Telecommunication Service Providers: The Roles of Perceived Justice
and Customer Loyalty Program. International Journal of Mobile
Communications, 1A (6080 1.
https://doi.org/10.1504/ijmc.2019.10011056

Bellezza, S., & Keinan, A. (2014). Brand Tourists: How Non-Core Users Enhance
the Brand Image by Eliciting Pride. Journal of Consumer Research,
41(2), 397-417. https://doi.org/10.1086/676679

Bloemer, J. M. M., & Kasper, H. D. P. (1995). The complex relationship between
consumer satisfaction and brand loyalty. Journal of Economic
Psychology, 16(2), 311-329. https://doi.org/10.1016/0167-
4870(95)00007-B

99



100

Boohene, R., & Agyapong, G. K. Q. (2010). Analysis of the Antecedents of
Customer Loyalty of Telecommunication Industry in Ghana: The Case
of Vodafone (Ghana). International Business Research, 4(1), 229-240.
https://doi.org/10.5539/ibr.v4n1p229

Cavana, R. Y., Corbett, L. M., &lo, Y. L. G. (2007). Developing zones of tolerance
for managing passenger rail service quality. International Journal of
Quality & Reliability Management, 24(1), 7-31.
https://doi.org/10.1108/02656710710720303

Chao, R.-F., & Wu, T.-C. (2015). The Influence of Service Quality, Brand Image,
and Customer Satisfaction on Customer Loyalty for Private Karaoke
Roomsin Taiwan. The Journal of Global Business Management, 11(1),
59-67.

Chen, J.-L. (2016). The Relationship among Service Quality, Relationship Quality,
and Customer Loyalty for Chain Restaurant Industry. International
Journal of Marketing Studies, 8(3), 33.
https://doi.org/10.5539/ijms.v8n3p33

Choi, M., Park, M., Lee, H. S., & Hwang, S. (2017). Dynamic modeling for
apartment brand management in the housing market. International
Journal of Strategic Property Management, 21(4), 357-370.
https://doi.org/10.3846/1648715X.2017.1315347

Chou, S.-K., Kohsuwan, P., & Thanabordeekij, P. (2019). The Impact of Corporate
Image, Service Quality, Trust, and Perceived Value on Chinese
Customer Satisfaction and Loyalty: Medical Services in Thailand Shi-
Kai Chou, Phanasan Kohsuwan, and Pithoon Thanabordeekij
Panyapiwat Institute of Management, Thailand. Human Behavior,
Development and Society, 20(3), 41-51.

Databoks.co.id. (2018). Wajib Registrasi, Pelanggan Seluler Indosat Menyusut
34%. Retrieved July 1, 2019, from
https://databoks.katadata.co.id/datapublish/2018/11/19/wajib-
registrasi-pelanggan-seluler-indosat-menyusut-34

Eid, M. I. (2011). Thrust vectoring control from underexpanded asymmetric
nozzles. Journal of Electronic Commerce Research, 12(1), 78-93.
https://doi.org/10.2514/6.1993-3261

Erjavec, H. S., Dmitrovié, T., & Povalej Brzan, P. (2016). Drivers of customer
satisfaction and loyalty in service industries. Journal of Business
Economics and Management, 17(5), 810-823.
https://doi.org/10.3846/16111699.2013.860614

Fernandes, A. A. R., & Solimun, S. (2018). The mediation effect of customer
satisfaction in the relationship between service quality, service
orientation, and marketing mix strategy to customer loyalty. Journal of
Management Development, 37(2), 76-87.
https://doi.org/10.1108/JMD-12-2016-0315



101

Firdaus, M. R., & Hidayat, D. R. (2014). Analisis Pengaruh Kualitas Layanan,
Harga, Kepercayaan, Citra Perusahaan, Dan Kepuasan Pelanggan
Terhadap Loyalitas Pelanggan : (Studi Pada Pelanggan Telkom Speedy
Di Palangka Raya). Jurnal Wawasan Managemen, 2, 237-250.
https://doi.org/http://dx.doi.org/10.20527/jwm.v2i3.16

Fishbein, M., & Ajzen, |. (1975). Belief, Attidtude, Intention and Behavior : An
Introduction of Theory and Research. Retrieved from
http://people.umass.edu/aizen/f&al975.html

Ganiyu, R. A., Uche, I. I., & Elizabeth, A. O. (2012). Is Customer Satisfaction an
Indicator of Customer Loyalty? Australian Journal of Business and
Management  Research, 2(07), 14-20. Retrieved from
http://ajbmr.com/articlepdf/aus-27-11i7n2a2.pdf

Giese, J., & Cote, J. (2000). Defining consumer satisfaction. Academy of Marketing
Science Review, 2000(September), 1.

Gil-Saura, 1., Ruiz-Molina, M. E., & Calderon-Garcia, H. (2010). Retail IT and
customer loyalty: The moderating role of customer age. Journal of
Retail and Leisure Property, 9(4), 357-371.
https://doi.org/10.1057/rlp.2010.13

Halin, H. (2010). Pengaruh Rasio Lancar dan Rasio Hutang Terhadap Profitabilitas
Pada Industri Telekomunikasi Yang Listing Di Bursa Efek Indonesia.
IlImiah Ekonomi Global Masa Kini, 7(01), 49-54.

Han, H., & Ryu, K. (2009). The roles of the physical environment, price perception,
and customer satisfaction in determining customer loyalty in the
restaurant industry. Journal of Hospitality and Tourism Research,
33(4), 487-510. https://doi.org/10.1177/1096348009344212

Hermawan, B. (2011). Pengaruh Kualitas Produk Terhadap Kepuasan, Reputasi
Merek Dan Loyalitas Konsumen Jamu Tolak Angin Pt. Sido Muncul.
Jurnal Manajemen Teori Dan Terapan, 2(2), 9-17.

Ishak, A., & Luthfi., Z. (2011). Pengaruh Kepuasan Dan Kepercayaan Konsumen
Terhadap Loyalitas: Studi Tentang Peran Mediasi Switching Costs.
Jurnal Siasat Bisnis, 15(1), 55-66.

Jain, S. K., & Gupta, G. (2017). Measuring Service Quality: SERVQUAL vs.
SERVPERF Scales. The Routledge Handbook of Consumer Behaviour
in Hospitality and Tourism, 29(2), 116-127.
https://doi.org/10.4324/9781315659657

Jones, T.O.& Sasser, W. E. (2009). Http://Hbr.Harvardbusiness.Org/1995/11/Why-
Satisfied-Customers-. Harvard Business Review, 1-12. Retrieved from
http://hbr.harvardbusiness.org/1995/11/why-satisfied-customers-
defect/ar/pr



102

Khadka, K., & Maharjan, S. (2017). Value, satisfaction and customer loyalty
(Centria  University  of  Applied  Sciences  Pietarsaari).
https://doi.org/10.4337/9781781955970.00008

Khamali., A. F., Suddin, A., & Sutarno. (2018). Pengaruh Kualitas Produk, Kualitas
Pelayanan dan Trust Terhadap Kepuasan Konsumen Pada PT. POS
INDONESIA Cabang Solo. Jurnal Manajemen Sumber Daya Manusia,
12(2), 184-195.

Khoironi, T. A., Syah, H., & Dongoran, P. (2018). Product Quality, Brand Image
and Pricing to Improve Satisfaction Impact on Customer Loyalty.
International Review of Management and Marketing, 8(3), 51-58.

Kim, H. J. (2011). Service orientation, service quality, customer satisfaction, and
customer loyalty: Testing a structural model. Journal of Hospitality
Marketing and Management, 20(6), 619-637.
https://doi.org/10.1080/19368623.2011.577698

Kim, W. G,, Li, J. J., & Brymer, R. A. (2016). The impact of social media reviews
on restaurant performance: The moderating role of excellence
certificate. International Journal of Hospitality Management, 55, 41—
51. https://doi.org/10.1016/j.ijhm.2016.03.001

Lin, Z., Chen, Y., & Filieri, R. (2017). Resident-tourist value co-creation: The role
of residents’ perceived tourism impacts and life satisfaction. Tourism
Management, 61, 436-442.
https://doi.org/10.1016/j.tourman.2017.02.013

Mardalis, A. (2005). Meraih Loyalitas Pelanggan. Benefit, 9(2), 111-119.

Mohtasham, S. S., Sarollahi, S. K., & Hamirazavi, D. (2017). The effect of service
quality and innovation on word of mouth marketing success. Eurasian
Business Review, 7(2), 229-245. https://doi.org/10.1007/s40821-017-
0080-x

Morgan, R. P. (1999). A consumer-orientated framework of brand equity and
loyalty. International Journal of Market Research, 42(1), 65-78.
https://doi.org/10.1177/147078530004200105

Nugroho, D. M. (2015). Pengaruh Kualitas Pelayanan, Kualitas Produk Layanan,
Dan Harga Produk Layanan Terhadap Kepuasan Pelanggan Serta
Dampaknya Terhadap Loyalitas Pelanggan Prabayar Telkomsel.
Operations Excellence, 7(2), 158-174.

Oh, H. (2000). The Effect of Brand Class, Brand Awareness, and Price on Customer
Value and Behavioral Intentions. Journal of Hospitality and Tourism
Research, 24(2), 136-162.
https://doi.org/10.1177/109634800002400202



103

Oliver, R. L. (1997). Satisfaction: A Behavioral Perspective on the Consumer
(Second Edi). Retrieved from
http://www.ghbook.ir/index.php?name=<s xS K Dol oles
0 5631=di_koob&enilnodaer=ksat&koobd moc=noitpo&y =5 :&page=
73&chkhashk=ED9C9491B4&ltemid=218&lang=fa&tmpl=compone
nt

Oyeniyi, O., & Joachim, A. A. (2008). Customer service in the retention of mobile
phone users in Nigeria. African Journal of Business Management, 2(2),
026-031.

Pangandaheng, F. (2013). Pengaruh Kualitas Layanan Dan Citra Perusahaan
Terhadap Kepuasan Pelanggan Dan Dampaknya Terhadap Loyalitas
Pelanggan Pada PT. Hadji Kalla Palu. Jurnal of Business and
Management Sciences, 3(2), 51-67.

Prahastuti., L. (2011). Analisis Pengaruh Kualitas Layanan Dan Kualitas Produk
Terhadap Kapuasan Konsumen Untuk Meningkatkan Loyalitas
Konsumen Indosat. Diponegoro University.

Rizan, M., & Arrasyid, H. (2016). Analisis Asosiasi Merek, Nilai Produk, dan
Kualitas Pelayanan, Serta Pengaruhnya terhadap Kepuasan dan
Loyalitas Konsumen Sepeda Motor di Bekasi. Jurnal Siasat Bisnis,
12(2), 129-147. https://doi.org/10.20885/jsh.vol12.iss2.art5

Russell-Bennett, R., McColl-Kennedy, J. R., & Coote, L. V. (2007). Involvement,
satisfaction, and brand loyalty in a small business services setting.
Journal of Business Research, 60(12), 1253-1260.
https://doi.org/10.1016/j.jbusres.2007.05.001

Ryu, K., Lee, H. R., & Kim, W. G. (2012). The influence of the quality of the
physical environment, food, and service on restaurant image, customer
perceived value, customer satisfaction, and behavioral intentions.
International Journal of Contemporary Hospitality Management,
24(2), 200-223. https://doi.org/10.1108/09596111211206141

Sari, R. D. P. (2013). Studi tentang kepuasan dan minat churn pada internet speedy
semarang. Jurnal Sains Pemasaran Indonesia, XI1(No. 3), 317-345.

Sichtmann, C., & Diamantopoulos, A. (2013). The impact of perceived brand
globalness, brand origin image, and brand origin-extension fit on brand
extension success. Journal of the Academy of Marketing Science, 41(5),
567-585. https://doi.org/10.1007/s11747-013-0328-7

Soliha, E., & Sulistiyanto, W. . (2015). Pengaruh Persepsi Harga , Citra Perusahaan
Dan Citra Merek. Kinerja Perbankan, Bisnis Dan Ekonomi Indonesia
Menghadapai Asean Economic Community 2015, 4(1), 1-15.

Sondakh, C. (2014). Kualitas Layananan, citra merek dan pengaruhnya terhadap
kepuasan nasabah dan loyalitas nasabah tabungan BNI. Jurnal Riset
Bisnis Dan Manajemen, 3(1), 19-32.



104

Southey, G. (2011). The Theories of Reasoned Action and Planned Behaviour
Applied to Business Decisions: A Selective Annotated Bibliography.
Journal of New Business Ideas & Trends, 9(1), 8.

Subaebasni, S., Risnawaty, H., & Wicaksono, A. R. A. (2019). Effect of Brand
Image, the Quality and Price on Customer Satisfaction and Implications
for Customer Loyalty PT Strait Liner Express in Jakarta. International
Review of Management and Marketing, 9(1), 90-97.

Susetyo, W. B. (2010). Pengaruh Kualitas Layanan PT Indosat Terhadap Loyalitas
Pelanggan IM3 di Wilayah Kabupaten Wonogiri dengan Kepuasan
Sebagai Variabel Mediasi. Universitas Sebelas Maret.

Tao, F. (2014). Customer Relationship Management based on Increasing Customer
Satisfaction. International Journal of Business and Social Science,
5(5), 256-264.

Westbrook, R. A., & Oliver, R. L. (1991). The Dimensionality of Consumption
Emotion Patterns and Consumer Satisfaction. Journal of Consumer
Research, 18(1), 84. https://doi.org/10.1086/209243

Wong, R., Tong, C., & Wong, A. (2014). Examine the Effects of Customer
Satisfaction on Customer Loyalty: An Empirical Study in the
Healthcare Insurance Industry in Hong Kong. British Journal of
Economics, Management & Trade, 4(3), 372-399.
https://doi.org/10.9734/bjemt/2014/6318

Yap, B. W., Ramayah, T., & Wan Shahidan, W. N. (2012). Satisfaction and trust
on customer loyalty: A PLS approach. Business Strategy Series, 13(4),
154-167. https://doi.org/10.1108/17515631211246221

Yaqub, Shahid, R. M., Halim, F., & Shehzad, A. (2019). Effect of Service Quality,
Price Fairness, Justice with Service Recovery and Relational Bonds on
Customer Loyalty: Mediating Role of Customer Satisfaction. Pakistan
Journal of Commerce and Social Sciences, 13(1), 62-94.

Yarimoglu, E. K. (2014). A Review on Dimensions of Service Quality Models.
Journal of Marketing Management, 2(2), 79-93.

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The Behavioral
Consequences of Service Quality. Journal of Marketing, 60, 31-46.

Zhang, Y. (2015). The Impact of Brand Image on Consumer Behavior: A Literature
Review. Open Journal of Business and Management, 03(01), 58-62.
https://doi.org/10.4236/0jbm.2015.31006



