
90 

DAFTAR PUSTAKA 

Alkaraiji, A., & Ameen, N. (2021). The impact of service quality, trust and 
satisfaction on young citizen loyalty towards government e-services. 
Information Technology and People. https://doi.org/10.1108/ITP-04-2020-
0229 

Abror, A., Patrisia, D., Engriani, Y., Evanita, S., Yasri, Y., & Dastgir, S. (2020). 
Service quality, religiosity, customer satisfaction, customer engagement and 
Islamic bank’s customer loyalty. Journal of Islamic Marketing, 11(6), 1691-
1705. https://doi.org/10.1108/JIMA-03-2019-0044 

Amoako, G. K., Neequaye, E. K., Kutu-Adu, S.G., Caesar, L. D., & Ofory, K. S. 
(2019). Relationship marketing and customer satisfaction in the Ghanaian 
hospitality industry: An empirical examination of trust and commitment. 
Journal of Hospitality and Tourism Insights, 2(4), 326-340. 
https://doi.org/10.1108/JHTI-07-2018-0039 

Barnes, J. G. 2013. Secrets of Customer Relationship Management. Yogyakarta. 

Carranza, R., Diaz, E., & Martin-Consuegra, D. (2018). The influence of quality 
on satisfaction and customer loyalty with an importance-performance map 
anlaysis: Exploring the mediating role of trust. Journal of Hospitality and 
Tourism Technology,9(3), 380-396. https://doi.org/10.1108/JHTT-09-2017-
0104 

Cuong, D. T., & Khoi, B. H. (2019). The relationship between service quality, 
satisfaction, trust and customer loyalty: a study of convience stores in 
Vietnam. Journal of Advanced Reseacrh in Dynamical and Control Systems, 
11(1 Special Issue), 327-333 

Chai, J.C.Y., Malhotra, N.K. and Dash, S. (2015). The impact of relational 
bonding on intention and loyalty: the mediating role of commitment focuses 
in service relationships. Journal of Hospitality and Tourism Technology. 
Vol. 6 No.3, 203-227 

Chen, S., & Dhillon, G. (2003). Interpreting Dimensions of Consumer Trust in E-
Commerce. Information Technology and Management, 4(2/3), 303-318. 
https://doi.org/10.1023/A:1022962631249 

Christopher Lovelock & Lauren K Wright. 2007. Manajemen Pemasaran Jasa. PT. 
Indeks, Indonesia 

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(1), 76-87. https://doi.org/10.1108/JMD-12-2016-0315 



91 

Ferdinand, Augusty. 2014. Metode Penelitian Manajemen. Edisi 5. Semarang: 
Badan Penerbit Universitas Diponegoro. 

Fullerton, G. (2003). Lead to Loyalty? Journal of Service Research. 5(4), 333-
344. https://doi.org/10.1177/1094670503251134 

Fatihudin, Didin dan Firmansyah, Anang. 2019.Pemasaran Jasa: Strategi 
Mengukur Kepuasan dan Loyalitas Pelanggan. Yogyakarta: CV Budi Utama 

Gopi, B., & Samat, N. (2020). The influence of food trucks’ service quality on 
customer satisfaction and its impact toward customer loyalty. British Food 
Journal, 122(10), 3213-3226. https://doi.org/10.1108/BFJ-02-2020-0110 

Ghozali, Imam. 2013. Aplikasi Analisis Multivariat dengan Program IBM SPSS. 
Edisi 7. Semarang: Penerbit Universitas Diponegoro. 

Ghozali, Imam. 2017. Model Persamaan Struktural Konsep dan Aplikasi Program 
AMOS 24. Semarang: Penerbit Universitas Diponegoro. 

Griffin, Jill. 2002. Customer loyalty: How to Earn it, How to Keep it. Kentucky: 
Mc Grow – Hill 

Huang, P. L., Lee, B. C. Y., & Chen, C. C. (2019). The influence of service 
quality on customer satisfaction and loyalty in B2B technology service 
industry. Total Quality Management and Business Excellence, 30(13-14), 
1449-1465. https://doi.org/10.1080/14783363.2017.1372184 

Hoang, D.P. (2019). The central role of customer dialogue and trust in gainining 
bank loyalty: an extended SWICS model. International Journal of Bank 
Marketing, 37(3), 711-729. https://doi.org/10.1108/IJBM-03-2018-0069 

Huma, S., Ahmed, W., Ikram, M., & Khawaja, M. I. (2020). The effect of logistic 
service quality on customer loyalty: case of logistics service industry. South Asian 
Journal of Business Studies, 9(1), 43-61. https://doi.org/10.1108/SAJBS-10-2018-
0114 

Hair, J. F., Sarstedt, M., Hopkins, L., & Kuppelwieser, V. G. (2014). Partial least 
squares structural equation modelling (PLS-SEM): An emerging tool in 
business research. European Business Review, 26(2), 106-121. 
https://doi.org/10.1108/EBR-10-2013-0128 

Hapsari, R., Clemes, M.D., & Dean, D. (2017). The impact of service quality, 
customer engagement and selected marketing constructs on airline 
passenger loyalty. International Journal of Quality and Service Sciences, 
9(1), 21-40. https://doi.org/10.1108/IJQSS-07-2016-0048 

Haron, R., Abdul Subar, N., & Ibrahim, K. (2020). Service quality of Islamic 
banks: satisfaction, loyalty and the mediating role of trust. Islamic 
Economic Studies, 28(1), 3-23. https://doi.org/10.1108/ies-12-2019-0041 



92 

Izogo, E. E., & Ogba, I.-E. (2015). Rr intro and SERVQUAL. International 
Journal of Quality & Reliability Management, 32(3), 250-369. 

Jiang, H., & Zhang, Y. (2016). An investigation of service quality, customer 
satisfaction and loyalty in China’s airline market. Journal of Air Transport 
Management, 57, 80-88. https://doi.org/10.1016/j.jairtraman.2016.07.008 

Kandampully, J., Zhang, T. (Christina), & Bilgihan, A. (2015). Customer loyalty: 
A review and future directions with a special focus on the hospitality 
industry. International Journal of Contemporary Hospitality Management, 
27(3), 379-414. https://doi.org/10/1108/IJCHM-03-2014-0151 

Khanh Giao, H. N., & Vuong, B. N. (2020). The Impact of Service Quality on 
Passenger Loyalty and the Mediating Roles of Relationship Quality: A 
Study of Domestic Flights with Vietnamese Low-Cost Airlines. IFAC-
PapersOnline, 56(C), 88-95. https://doi.org/10.1016/j.trpro.2021.09.011 

Kamran-Disfani, O., Mantrala, M. K., Izquierdo-Yusta, A., & Martinez-Ruiz, M. 
P. (2017). The impact of retail store format on the satisfaction-loyalty lnk: An 
empirical investigation. Journal of Business Research, 77(September 2016), 
14-22. https://doi.org/10.1016/j.jbusres.2017.04.004 

Kashif, M., Abdur Rehman, M., & Pileliene, L. (2016). Customer perceived 
service quality and loyalty in Islamic banks: A collectivist cultural 
perspective. TQM Journal; Bingley, 28(1), 62-78. 
https://search.proquest.com/docview/1752996794/abstract/685C3BDC7A734
4FAPQ/31 

Kim, J. (2021). Platfrom quality factors influencing content providers’ loyalty. 
Journal of Retailing and Consumer Services, 60(February), 102510. 
https://doi.org/10.1016/j.jretconser.2021.102510 

Kotler, Philip dan Kevin Lane Keller. 2016. Marketing Management. Edisi 15e. 
Global Edition. Pearson 

Kotler, Philip dan Kevin Lane Keller. 2017. Marketing Management. Edisi 15. 
Global Edition. Pearson 

Kotler, Philip dan Kevin Lane Keller. 2010. Marketing Management. Edisi 13. 
Global Edition. Pearson 

Latif, K.F., Bunce, L., & Ahmad, M. S. (2021). How can universities improve 
student loyalty? The roles of university social responsibility, service quality, 
and “customer” satisfaction and trust. International Journal of Education 
Management, 35(4), 815-829. https://doi.org/10.1108/IJEM-11-2020-0524 

Law, C. C. H., Zhang, Y., & Gow, J. (2022). Airline service quality, customer 
satisfaction and repurchase Intention: Laotian air passengers’ perspective. 



93 

Case Studies on Transport Policy, February. 
https://doi.org/10.1016/j.cstp.2022.02.002 

Lupiyoadi, Rambat. 2001. Manajemen Pemasaran Jasa. Jakarta. Salemba Empat. 

Martin-Consuegra, D., Molina, A., & Esteban, A. (2007). An integrated model of 
price, satisfaction and loyalty: An empirical analysis in the service sector. 
Journal of Product and Brand Management, 16(7), 459-468. 
https://doi.org/10.1108/10610420710834913 

Marcos, A. M. B. de F., & Coelho, A. F. de M. (2021). Service quality, customer 
satisfaction and customer value: holistic determinants of loyalty and word-of 
mouth in services. TQM Journal, 2017. https://doi.org/10.1108/TQM-10-
2020-0236 

Martinez, P., & Rodriguez del Bosque, I. (2013). CSR and customer loyalty: The 
roles of trust, customer identification with the company and satisfaction. 
International Journal of Hospitality Management, 35, 89-99. 
https://doi.org/10.1016/j.ijhm.2013.05.009 

Muslim, A. (2016). Internet banking service quality and its implication on e-
customer satisfaction and e-customer loyalty. International Journal of Bank 
Marketing, 34(3), 1-32. 

Nadeem, W., Khani, A.H., Schultz, C. D., Adam, N.A., Attar, R. W., & Hajli, N. 
(2020). How social presence drives commitment and loyalty with online 
brand communities? the role of social commerce trust. Journal of Retailing 
and Consumer Services, 55(December 2019), 102136. 
https://doi.org/10.1016/j.jretconser.2020.102136 

Parasuraman, A., Zeithaml, V.A. and Berry, L.L. 1998. SERVQUAL: a multiple-
item scale for measuring consumer perceptions of service quality. Journal of 
Retailing. Vol. 64 No.1, pp. 12-40 

Rather, A. R. (2018). Exploring customers’s attitudes towards the hospitality 
brands in India: A social identity perspective. The Branding of Tourist 
Destinations: Theoretical and Empirical Insights, 207-231. 
https://doi.org/10.1108/978-1-78769-373-920181012 

Raza, S. A., Umer, A., Qureshi, M. A., & Dahri, A. S. (2020). Internet banking 
service quality, e-customer satisfaction and loyalty: the modified e-
SERVQUAL model. TQM Journal, 32(6), 1443-1446. 
https://doi.org/10/1108/TQM-02-2020-0019 

Rimawan dkk. (2017). The Influence of Product Quality, Service Quality and 
Trust on Customer Satisfaction and Its Impact on Customer Loyalty (Case 
Study PT ABC Tbk). International Journal of Scientific & Engineering 
Research, 8(7), 2330-2336. https://doi.org/10.13140/RG.2.2.29557.93925 



94 

Schirmer, N., Ringle, C.M., Gudergan, S. P., & Feistel, M. S. G. (2018). The link 
between customer satisfaction and loyalty: the moderating role of customer 
characteristics. Journal of Strategic Marketing, 26(4), 298-317. 
https://doi.org/10.1080/0965254X.2016.1240214 

Slack, N., Singh, G., & Sharma, S. (2020). The effect of supermarket service 
quality dimensions and customer satisfaction on customer loyalty and 
disloyalty dimensions. International Journal of Quality and Service Sciences, 
12(3), 297-318. https://doi.org/10.1108/IJQSS-10-2019-0114 

Subrahmanyam, A., & Raja Shekhar, B. (2016). Effect of student perceived 
service quality on student satisfaction, loyalty and motivation in Indian 
universities: Development of HiEduQual. Journal of Modelling in 
Management, 11(2), 1-5. http://dx.doi.org/10.1108/JM2-01-2014-0010%0A 

Sumadi, S., & Soliha, E. (2015). The effect of Bank Image and Trust on Loyalty 
Mediated By Customer Satisfaction. Jurnal Dinamika Manajemen, 6(2), 121-
132. https://doi.org/10.15294/jdm.v612.4301 

Su, L., Swanson, S. R., Chinchanachockchai, S., Hsu, M.K., & Chen, X. (2016). 
Reputation and intentions: The role of satisfaction, identification, and 
commitment. Journal of Business Research, 69(9), 3261-3269. 
https://doi.org/10.1016/j.jbursres.2016.02.023 

Su, L., Pan, Y., & Chen, X. (2017). Corporate social responsibility: Findings from 
the Chinese hospitality industry. Journal of Retailing and Consumer Services, 
34(September 2016), 240-247. 

Sekaran, Uma dan Roger Bougie. 2017. Metode Penelitian Bisnis. Edisi 6. 
Jakarta: Penerbit Salemba Empat 

Tabrani, M., Amin, M., & Nizam, A. (2018). Trust, commitment, customer 
intimacy and customer loyalty in Islamic banking relationships. 
International Journal of Bank Marketing, 36(5), 823-848. 
https://doi.org/10.1108/IJBM-03-2017-0054 

Tjiptono, Fandy. 2007. Service, Quality and Satisfaction. Yogyakarta: Penerbit 
Andi. 

Tjiptono, Fandy. 2011. Pemasaran Jasa. Jawa Timur: Bayumedia Publishing 

Tjiptono, Fandy. 2014. Pemasaran Jasa. Yogyakarta: Penerbit Andi. 

 

 

 



95 

Uzir, M. U. H., Al Hulbusi, H., Thurasamy, R., Thiam Hock, R. L., Aljaberi, M. 
A., Hasan, N., & Hamid, M. (2021). The effects of service quality, 
perceived value and trust in home delivery service personnel on customer 
satisfaction: Evidence from a developing country. Journal of Retailing and 
Customer Services, 63(April), 102721. 
https://doi.org/10.1016/j.jretconser.2021.102721 

Uzir, M. U. H., Jerin, I., Al Halbusi, H., Hamid, A.B.A., & Latiff, A. S. A. (2020). 
Does quality stimulate customer satisfaction where perceived value mediates 
and the usage of social media moderates? Heliyon, 6(12), e05710. 
https://doi.org/10.1016/j.heliyon.2020.e05710 

 

 

 

 


