DAFTAR PUSTAKA

Abou-Shouk, M. A., & Khalifa, G. S. (2017). The influence of website quality
dimensions on e-purchasing behaviour and e-loyalty: a comparative study of
Egyptian travel agents and hotels. Journal of Travel & Tourism Marketing,
34(5), 608-623.

Abu-Salim, Taghreed et al. (2017). Effects of perceived cost, service quality, and
customer satisfaction on health insurance service continuance. J Financ
Serv Mark (2017) 22: 173-186. https://doi.org/10.1057/s41264-017-0035-4

Almohaimmeed, Bader. (2019). Pillars of customers retention: An empirical
study on the influence of customer satisfaction, customer loyalty, customer
profitability on customer retention. Serbian Journal of Management 14 (2)
(2019) 421-435

Amanata, Putranda M. dkk. (2017). Pengaruh kualitas pelayanan terhadap
kepuasan pelanggan serta dampaknya terhadap loyalitas pelanggan (Studi
pada coffee shop J.CO di Surabaya dan Singapura). Jurnal Administrasi
Bisnis (JAB) Vol. 50 No. 2

Arief. A. M. (2020). Kuartal 111/2020, Sektor Makanan dan Minuman Jadi
Penggerak Utama Industri Pengolahan. Bisnis.com:
https://ekonomi.bisnis.com/read/20200805/257/1275601/kuartal-iii2020-
sektor-makanan-minuman-jadi-penggerak-utama-industri-pengolahan

Badan Pusat Statistik. (2020). Ekonomi Indonesia Triwulan 11 Turun 5,32 Persen.
BPS: https://www.bps.go.id/pressrelease/2020/08/05/1737/-ekonomi-
indonesia-triwulan-ii-2020-turun-5-32-persen.html

Chuah, S. H.-W., Marimuthu, M., Kandampully, J., & Bilgihan, A. (2017). What
drives Gen Y loyalty? Understanding the mediated moderating roles of
switching costs and alternative attractiveness in the value-satisfaction-
loyalty chain. Journal of Retailing and Consumer Services, 36, 124-136.

Dhasan, Darwin and Mayuree Aryupong. (2019). Effects of product quality,
service quality and price fairness on customer engagement and customer
loyalty. ABAC Journal Vol. 39 No. 2 (April-June, 2019 pp 82-102)

Djumena, E. (2019). JCO Donuts Bakal Buka 40 Gerai Baru Tahun Ini. Kompas:
https://ekonomi.kompas.com/read/2019/01/23/180900426/jco-donuts-bakal-
buka-40-gerai-baru-tahun-ini

Famiyeh, Samuel et al. (2017). Service quality, customer satisfaction and loyalty
in automobile maintenance services — Evidence from a developing country.
Journal of Quality in Maintenance Engineering VVol. 24 No. 3 2018 pp. 262-
279. DOI 10.1108/JQME-10-2016-0056

Fernandes, Adji A. R. and Solimun Solimun. (2017). The mediation effect of
customer satisfaction in the relationship between service quality, service
orientation, and marekting mix strategy to customer loyalty. Journal of
Management Development Vol. 37 No. 1, 2018 pp. 76-87. DOI
10.1108/JMD-12-2016-0315

73


https://doi.org/10.1057/s41264-017-0035-4
https://ekonomi.bisnis.com/read/20200805/257/1275601/kuartal-iii2020-sektor-makanan-minuman-jadi-penggerak-utama-industri-pengolahan
https://ekonomi.bisnis.com/read/20200805/257/1275601/kuartal-iii2020-sektor-makanan-minuman-jadi-penggerak-utama-industri-pengolahan
https://www.bps.go.id/pressrelease/2020/08/05/1737/-ekonomi-indonesia-triwulan-ii-2020-turun-5-32-persen.html
https://www.bps.go.id/pressrelease/2020/08/05/1737/-ekonomi-indonesia-triwulan-ii-2020-turun-5-32-persen.html
https://ekonomi.kompas.com/read/2019/01/23/180900426/jco-donuts-bakal-buka-40-gerai-baru-tahun-ini
https://ekonomi.kompas.com/read/2019/01/23/180900426/jco-donuts-bakal-buka-40-gerai-baru-tahun-ini

74

Ghozali, Imam. (2006). Aplikasi Analisis Multivariate dengan Program SPSS
(Edisi Ke 4). Semarang: Badan Penerbit Universitas Diponegoro.

Ghozali, Imam, & Hengky Latan. (2015). Konsep, Teknik, Aplikasi
Menggunakan Smart PLS 3.0 Untuk Penelitian Empiris. Badan Penerbit
Universitas Diponegoro. Semarang

Gopi, Bagyalakshmi and Nusrah Samat. (2020). The Influence of Food Trucks’
Service Quality on Customer Satisfaction and its impact towards customer
loyalty. British Food Journal VVol. 122 No. 10

Hair, J. F., Black, W. C., Babin, B. J., & et al. (2010). Multivariate data analysis
(7th ed.). Upper Saddle River: Prentice Hall.

Hardiani, Sunaryati and Nanik Sisharini. (2017). Analysis of competitiveness
traditional retail to modern retails in consumer perspective. International
Conference “Sustainable Development Goals 2030 Challenges and its
Solutions”. ISBN: 978-979-3220-41-3

Hertanto, Eko. (2017). Perbedaan Skala Likert Lima Skala dengan Modifikasi
Skala. Likert Empat Skala. Jurnal Metodologi Penelitian September 2017.

Hidayat, Rahmat. (2009). Pengaruh Kualitas Pelayanan, Kualitas Produk, dan
Nilai pelanggan terhadap kepuasan dan Loyalitas Pelanggan Nasabah
Bank mandiri. Jurnal Bisnis dan Ekonomi. Vol. V tahun 2009

Huarng, Kun-Huang and Ming-Feng Yu. (2018). Customer satisfaction and
repurchase intention theory for the online sharing economy. Review of
Managerial Science (2019) 13: 635-647

Javed, Farheen. (2017). Customer satisfaction and customer perceived value and
its impact on customer loyalty: The mediational role of customer
relationship management. Journal of Internet Banking and Commerce, May
2017, Vol. 22 No. S8

Kangu, M., K.L. Wanjau., G. Kosimbei, R. Arasa (2017). Technology
Infrastructure: A Customer Relationship Management Dimension in
Maintaining Customer Loyalty. International Journal of Economics,
Commerce and Management, United Kingdom. Vol. V, Issue 5: 88-106.

Kano, N., N. Seraku, F. Takahashi & S. Tsuji. (1984). "Attractive Quality and
Must-be Quality”, Hinshitsu. The Journal of the Japanese Society for
Quality Control, pp. 39-48.

Karyose, Hellen et al. (2017). Customer Loyalty: The effect of service quality,
corporate image, customer relationship marketing and customer
satisfaction as intervening variable — An empirical analysis of Bank
Customer in Malang City. Marketing and Branding Research 4 (2017) 336-
347

Keshavarz, Y. and Jamshidi, D. (2018), "Service quality evaluation and the
mediating role of perceived value and customer satisfaction in customer
loyalty", International Journal of Tourism Cities, Vol. 4 No. 2, pp. 220-244.

Khairawati, Salihah. (2019). Effect of customer loyalty program on customer
satisfaction and its impact on customer loyalty. IJRBS Vol. 9 No 1. ISSN:
2147-4478

Kotler, Philip. (2005). Manajemen Pemasaran. Jilid 1 dan 2. Jakarta : PT Indeks
Kelompok Gramedia.



75

Kotler, Philip & Keller. (2008). Manajemen Pemasaran. Edisi Ketigabelas. Jilid 1.
Jakarta: Erlangga

Kotler, Philip & Gary Armstrong (2012) Dasar-Dasar Pemasaran. Jilid I, Alih
Bahasa Alexander Sindoro dan Benyamin Molan. Jakarta: Penerbit
Prenhalindo.

Lai, Ching-Sung and Minh Chi Nguyen. (2017). Factors affecting service quality,
customer satisfaction and loyalty of mobile phone service providers in
Vietnam. International Journal of Organizational Innovation VVol. 10 Num 2
October 2017)

Lalaram, et al. (2016). Examining The Influence of Service Quality and Customer
Satisfaction on Customer Repatronage at an Optical Dispensing Practice in
South Africa. Kuwait Chapter of Arabian Journal of Business and
Management Review Vol. 5 No. 12

Lee, C.-H., Zhao, X., & Lee, Y.-C. (2019). Service quality driven approach for
innovative retail service system design and evaluation: A case study.
Computers & Industrial Engineering, 135, 275-285.

Listanto, Dede K., dkk. (2019). Pengaruh kualitas layanan dan harga terhadap
kepuasan konsumen membeli J.CO Donuts dan Coffee Palu Grand Mall.
Jurnal llmu Manajemen Universitas Tadulako Vol. 5 No. 3

Megawati, Yenli. (2006). Kualitas Pelayanan Terkait dengan Kepuasan
Konsumen dalam Industri Jasa. Business & Management Journal Bunda
Mulia, Vol: 2, No. 2, 1-11.

Mehta, Ahmed M., and M. Tariq. (2020). How brand image and perceived quality
affect customer loyalty through customer satisfaction. Academy of
Marketing Studies Journal VVolume 24 Issue 1

Moghaddam, M., Kenley, C. R., Colby, J. M., Berns, M. N. C., Rausch, R.,
Markham, J., Deshmukh, A. V. (2017). Next-generation enterprise
architectures: Common vernacular and evolution towards service-
orientation. 2017 IEEE 15th International Conference on Industrial
Informatics (INDIN).

Nathania, Y. (2017). Perang 5 Merek Donat Paling Terkenal di Indonesia, Siapa
Juaranya?. IDN Times: https://www.idntimes.com/food/dining-
guide/yoshi/perang-5-produk-donat/5

News, B. (2018). Bagaimana J.CO Bisa Besar dan Menyaingi Dunkin’ Donuts.
Berempat News: https://berempat.com/utama/2947/bagaimana-j-co-bisa-
besar-dan-menyaingi-dunkin-donuts/

Nobar, and Rostamzadeh. (2018). The impact of customer satisfaction, customer
experience and customer loyalty on brand power: Empirical Evidence from
hotel industry. Journal of Business Economics and Management 2018 Vol.
19 Issue 2: 417-413. https://doi.org/10.3846/jbem.2018.5678

Nyadzayo, M. W., & Khajehzadeh, S. (2016). The antecedents of customer
loyalty: A moderated mediation model of customer relationship
management quality and brand image. Journal of Retailing and Consumer
Services, 30, 262-270.


https://www.idntimes.com/food/dining-guide/yoshi/perang-5-produk-donat/5
https://www.idntimes.com/food/dining-guide/yoshi/perang-5-produk-donat/5
https://berempat.com/utama/2947/bagaimana-j-co-bisa-besar-dan-menyaingi-dunkin-donuts/
https://berempat.com/utama/2947/bagaimana-j-co-bisa-besar-dan-menyaingi-dunkin-donuts/
https://doi.org/10.3846/jbem.2018.5678

76

Ourstory.id. (2019). Sejarah Krispy Kreme, Si Ahlinya Donat Lembut & Lezat.
Ourstory.id: https://ourstory.id/sejarah-krispy-kreme-si-ahlinya-donat-
lembut-lezat/

Pamucar, D., Yazdani, M., Montero-Simo, M. J., Araque-Padilla, R. A., &
Mohammed, A. (2020). Multi-criteria decision analysis towards robust
service quality measurement. Expert Systems with Applications, 170,
114508.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A Conceptual Model of
Service Quality and Its Implications for Future Research. Journal of
Marketing, 49(4), 41-50.

Phi, Ho Dinh et al. (2018). Effects of service quality on customer satisfaction and
customer loyalty: A case of 4- and 5-star hotels in Ho Chi Minh City,
Vietnam. Business and Economic Horizons Volume 14 Issue 13, 2018, pp.
437-450

Phuong and Trang. (2018). Repurchase Intention: The Effect of Service Quality,
System Quality, Information Quality, and Customer Satisfaction as
Mediating Role: A PLS Approach of M-Commerce Ride Hailing Service in
Vietnam. Marketing and Branding Research 5(2018) 78-91

Rew, Dongjun et al. (2020). Examining the relationships between innovation,
quality, productivity, and customer satisfaction in pure service companies.
The TQM Journal Vol. 33 No. 1 2021, pp. 57-70

Shahzad, A., Yaqub, R. M. S., Di Vaio, A., & Hassan, R. (2021). Antecedents of
customer loyalty and performance improvement: Evidence from Pakistan’s
telecommunications sector. Utilities Policy, 70, 101208.

Sugiyono. (2015). Metode Penelitian Pendidikan (Pendekatan Kuantitatif, Kualitatif,
dan R&D). Bandung: Penerbit Alfabeta.

Takeuchi, Hirotaka and John A. Quelch (1983). Quality Is More Than Making a
Good Product. Harvard Business Review. 61 (July-August), 139-145

Tanisah, and Ida Maftuhah. (2015). The effects of service quality, customer
satisfaction, trust, and perceived value towards customer loyalty. Jurnal
Dinamika Manajemen Vol. 6 No. 1 pp 55-61

Tjiptono, Fandy. (2004). Perspektif Manajemen dan Pemasaran Kontemporer.
Yogyakarta : Andi.

Yaqub, Rana M. S. et al. (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
Science 2019, Vol. 13 (1), 62-94


https://ourstory.id/sejarah-krispy-kreme-si-ahlinya-donat-lembut-lezat/
https://ourstory.id/sejarah-krispy-kreme-si-ahlinya-donat-lembut-lezat/

