DAFTAR PUSTAKA
Amrie, S. M. A. Z. A., Jatmiko, R. D., & Handayanto, E. (2021). The

influence of product attributes and customer experience on
customer loyalty. Jamanika (Jurnal Manajemen Bisnis Dan
Kewirausahaan), 1(4), 256-266.
https://doi.org/10.22219/jamanika.v1i4.19210

Bambang Irawan, Agus Purbo Widodo, & Aloysius Jondar (2025).

Analisis loyalitas pelanggan ditinjau dari aspek kualitas
pelayanan, citra perusahaan dan kepuasan pelanggan. Jurnal
Ilmu Manajemen, Ekonomi Dan Kewirausahaan, 5(1), 634-648.
https://doi.org/10.55606/jimek.v511.6710

Duyen, C. T. L., Thanh, L. N., & Giao, L. H. (2025). Relationship

between corporate culture, service quality, and customer
satisfaction of food and beverage franchise enterprises.
F1000Research, 14, 267.
https://doi.org/10.12688/f1000research.154431.1

Elsiana, M. and Maradona, A. F. (2024). Service quality and customer
loyalty in the online food delivery service industry. Quantitative
Economics and Management Studies, 5(1), 197-203.
https://doi.org/10.35877/454ri.qems2407

Chang, W. (2020). Experiential marketing, brand image and brand
loyalty: a case study of starbucks. British Food Journal, 123(1),
209-223. https://doi.org/10.1108/bfj-01-2020-0014

Cheng, Y. E., Cheah, Y. Y., Jimenez, D. V. R., Chen, Y., & Chen, Y.

(2024). The linked factor of customer satisfaction and loyalty in
f&amp;b industry: a study of operational performance factor.
International Journal of Tourism &Amp; Hospitality in Asia
Pasific, 7(1), 31-44. https://doi.org/10.32535/ijthap.v7i1.2167
Derose, K. P. and Aldianto, L. (2023). Proposed business model

innovation based on customer experience and digital innovation

99



100

at pt raja paket lebaran. International Journal of Current Science
Research and Review, 06(06).
https://doi.org/10.47191/ijesrr/v6-16-37

Dick, A. S., & Basu, K. (1994). Customer loyalty: Toward an
integrated conceptual framework. Journal of the Academy of
Marketing Science, 22(2), 99-113.
https://doi.org/10.1177/0092070394222001

Elkhani, F., Baker, T., & Jones, P. (2020). When service quality fails
to satisfy: An empirical investigation in retail banking. Journal
of Retailing and Customer Services, 54, 102037.

Flacandji, M. and Vlad, M. (2022). The relationship between retailer
app use, perceived shopping value and loyalty: the moderating
role of deal proneness. International Journal of Retail &Amp;
Distribution Management, 50(8/9), 981-995.
https://doi.org/10.1108/ijrdm-10-2021-0484

Garcia-Fernandez, J., Martelo-Landroguez, S., Vélez-Colon, L., &
Cepeda-Carrion, G. (2018). An explanatory and predictive pls-
sem approach to the relationship between organizational
culture,organizational performance and customer loyalty.
Journal of Hospitality and Tourism Technology, 9(3), 438-454.
https://doi.org/10.1108/jhtt-09-2017-0100

Gika, E. N. N., Hani, R. D., Zahra, D. A. A., Kholishah, A. N., &
Maesaroh, S. S. (2023). Analisis strategi pemasaran digital
dalam wupaya peningkatan omset penjualan (studi pada
konsumen gojek di tasikmalaya). Jurnal Pendidikan Tata Niaga
(JPTN), 11(1), 18-28. https://doi.org/10.26740/jptn.v1 Inl.p18-
28

Gunananda, G. B. S. K., Seminari, N. K., & Giantari, I. G. A. K.
(2024). Peran kepuasan pelanggan memediasi pengaruh
kualitas pelayanan terhadap loyalitas pelanggan. E-Jurnal

Manajemen Universitas Udayana, 13(1), 129.



101

https://doi.org/10.24843/ejmunud.2024.v13.101.p07
Han, H., Yu, J., Chua, B, Lee, S., & Kim, W. (2019). Impact of core-

product and service-encounter quality, attitude, image, trust and
love on repurchase. International Journal of Contemporary
Hospitality Management, 31(4), 1588-1608.
https://doi.org/10.1108/ijchm-05-2018-0376

Haro, A., Judijanto, L., Nugroho, M. A., Setiawan, R., Susanti, R., &
Tanti, T. (2024). Brand Management: Pengetahuan dasar
tentang manajemen merek. PT. Sonpedia Publishing Indonesia.

Homburg, C., Wilczek, H., & Hahn, A. (2014). Looking beyond the
horizon: how to approach the customers’ customers in business-
to business markets. Journal of Marketing, 78(5), 58—77.

Joudeh, Y., & Dandis, S. (2018). Service quality dimensions and their
effect on customer satisfaction: Evidence from the banking
sector. Journal of Financial Services Marketing, 23(2), 67-79.

Keller, K. L. (1993). Conceptualizing, Measuring, and Managing
Customer-Based Brand Equity. Journal of Customer Research,
22(1), 1-22.

Keller, K. L. (1998). Strategic Brand Management: Building,
Measuring, and Managing Brand Equity. Upper Saddle River,
NJ: Prentice Hall.

Kholifah, N., MS, M., & Roslina, R. (2024). The influence of customer
relationship marketing and brand image on customer loyalty
with customer satisfaction as a mediation variable (study on
starbucks coffee indonesia). Journal of Economics, Finance and
Management Studies, 07(03).
https://doi.org/10.47191/jetfms/v7-13-16

Kim, B. (2018). The role of dedication-based and constraint-based
mechanisms in Customers’ sustainable outcomes in the coffee
chain industry. Sustainability, 10(8), 2636.
https://doi.org/10.3390/su10082636



102

Kim, J., & Kim, M. (2017). The effect of brand image on customer
satisfaction and loyalty in the smartphone industry. Journal of

Product & Brand Management, 26(1), 3445
Kisbiyah, A. M., Hariasih, M., & Sari, D. K. (2025). The the influence

of service quality, brand equity, dan price on purchase quality
at starbucks outlets in sidoarjo. Journal of Economic, Bussines
and Accounting (COSTING), 8(1), 405-430.
https://doi.org/10.31539/costing.v8il.14082

Kotler, Philip and Gary Armstrong. 2010. Principles of marketing 13e.
Pearson Education, Inc. new Jersey.

Kuo, D. C. L., Liao, A. W., & Tsai, M. M. (2012). The moderating effect
of usage experience on the antecedents and consequences of
customer satisfaction: the case of non-profit organizations
offering web services. Advanced Materials Research, 601, 599-
605. https://doi.org/10.4028/www.scientific.net/amr.601.599

Kurniati, H., Prabumenang, A. K. R., & Aditya, S. (2021). The effect of

e-service quality and brand image toward netflix customer loyalty
through customer satisfaction. Jurnal Riset Ekonomi Manajemen
(REKOMEN), 5(1), 17-29. https://doi.org/10.31002/rn.v5i1.4321
Kusumastuti, A. L. and Kodir, M. A. (2019). Analisis kualitas pelayanan

terhadap loyalitas nasabah pada bank jateng cabang pembantu
sampangan. Keunis, 7(1), 49.
https://doi.org/10.32497/keunis.v7il.1532

Latifah, U. A., Widodasih, R. W. K., & BR, K. S. (2023). PENGARUH
ORIENTASI KEWIRAUSAHAAN TERHADAP KINERJA
PEMASARAN MELALUI KEUNGGULAN BERSAING SEBAGAI
VARIABEL MEDIASI PADA

Layarda, M. and Achmadi, H. (2024). The impact of service quality, product
quality, and brand image on customer loyalty through the mediation
of customer satisfaction among prima freshmart customers.

Transekonomika: Akuntansi, Bisnis Dan Keuangan, 4(6), 1041-1054.



https://doi.org/10.55047/transekonomika.v4i16.724

Liu, C.-H., Lee, Y.-T., & Hung, W.-H. (2017). Exploring the impact of
service quality on customer satisfaction and loyalty in the
hospitality industry. International Journal of Contemporary
Hospitality Management, 29(5), 1234-1251.

Natsir, K., Arifin, A. Z., Sadhewa, C. B., Aprilia, D., & Dharsono, S.
(2023). Analysis of digital bank services in indonesia based on
consumer perception. International Journal of Application on
Economics and Business, 1(1), 307-320.
https://doi.org/10.24912/ijaeb.11.307-320

Nurofik, A. and Wiana, P. P. (2022). Pengaruh kualitas layanan

terhadap loyalitas pelanggan dengan kepuasan sebagai variabel
intervening. Jurnal Pustaka Manajemen (Pusat Akses Kajian
Manajemen), 2(1), 55-59.
https://doi.org/10.55382/jurnalpustakamanajemen.v2il.211

Palantii, O., Yilmaz, T., & Demir, M. (2021). Revisiting service
quality and satisfaction: A contextual analysis in emerging
markets. Journal of Services Research, 21(1), 45-60.

Parman, P., & Susanto, S. (2016). Analisis pengaruh kualitas pelayanan,
kualitas produk dan citra merek terhadap kepuasan pelanggan
dan dampaknya pada loyalitas pelanggan Waroeng Spesial
Sambal. JBTI: Jurnal Bisnis: Teori dan Implementasi, 7(1),
133-157

Paul, A. and Olumuyiwa, O. O. (2024). Impact of customer loyalty on
organizational performance in some selected publishing
companies in south-western nigeria. British Journal of
Management and Marketing Studies, 7(1), 119-133.
https://doi.org/10.52589/bjmms-ovpw9Iyv5

Peréz-Moron, J., Madan, S., Cheu, J. Y., Kee, D. M. H., Cheong, L. C.,
Chin, R. J., ... & Garcia, A. P. M. (2022). Effect of service

quality and customer satisfaction on customer loyalty: a case

103



104

study of starbucks in malaysia. International Journal of Tourism
and Hospitality in Asia Pasific, 5(1).
https://doi.org/10.32535/ijthap.v511.1402

Permana, E., Wijaya, D. N., Khoirunisa, L. & Samsyurizal. 2024.
Strategi Pemasaran Perusahaan Starbucks Terhadap Penurunan
Saham Akibat Boikot Produk. 1(2)
: 208-223. https://doi.org/10.61132/jeap.v1i2.309

taplus bni cabang manado). Jurnal Riset Bisnis dan Manajemen, 3.
Rather, R. A., & Hollebeek, L. D. (2019). Customers’ brand

engagement and satisfaction: The mediating role of brand image.

Journal of Strategic Marketing, 27(5), 413—428.
Sari, P. S., Respati, N. N. R., & Yasa, N. N. K. (2023). Pengaruh

experiential marketing, brand image, price perception terhadap
customer satisfaction pada konsumen starbucks reserve dewata.
E-Jurnal Ekonomi Dan Bisnis Universitas Udayana, 327.
https://doi.org/10.24843/eeb.2023.v12.i02.p18

Servera-Francés, D., & Piqueras-Tomas, J. (2019). Brand image,
satisfaction and loyalty in the hotel sector: The moderating role
of customer segment. International Journal of Hospitality
Management, 80, 1-10.

Solimun, S. and Fernandes, A. A. R. (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(1),
76-87. https://doi.org/10.1108/jmd-12-2016-0315

Sukawati, T. G. R. (2021). Hospital brand image, service quality, and
patient satisfaction in pandemic situation. JMMR (Jurnal
Medicoeticolegal Dan Manajemen Rumah Sakit), 10(2), 119-
127. https://doi.org/10.18196/jmmr.v10i2.12230

Taufik, A., Santoso, S., Fahmi, M. 1., Restuanto, F., & Yamin, S.

(2022). The role of service and product quality on customer



loyalty. Journal of Customer Sciences, 7(1), 68-82.
https://doi.org/10.29244/jcs.7.1.68-82

Tena, M. A. M. and Tortosa-Edo, V. (2023). Multirooming: generating

e-satisfaction throughout omnichannel consumer journey
design and online customer experience. Journal of Research in
Interactive Marketing, 18(3), 349-369.
https://doi.org/10.1108/jrim-05-2023-0149

Tian, Y. (2022). How the five dimensions of experiential marketing

affect customer satisfaction: focused on starbucks. Proceedings
of the 2022 2nd International Conference on Enterprise
Management and Economic Development (ICEMED 2022).
https://doi.org/10.2991/acbmr.k.220603.119

Tobing, A. and Yuliati, E. (2022). The impact of customer experience

quality on customer loyalty in motor vehicle insurance industry:

the mediating role of relationship quality. Proceedings of the
4th International Conference on Economics, Business and
Economic Education Science, ICE-BEES 2021, 27-28 Jul.
https://doi.org/10.4108/eai.27-7-2021.2316815

Zulkarnain, A., & Sembiring, P. (2018). The non-significant role of

service quality on satisfaction: A study of low-cost airlines.

Journal of Air Transport Management, 72, 12—-19.

105



