DAFTAR PUSTAKA

Abdillah, W., & Hartono, J. (2015). Partial Least Square (PLS): alternatif
structural equation modeling (SEM) dalam penelitian bisnis. Yogyakarta:
Penerbit Andi, 22, 103-150.

Anastasia, Y. (2021). Jurnal Ayurveda Medistra Avalaible online at
http://ojs.stikesmedistra-indonesia.ac.id/  Pengaruh  Kualitas  Pelayanan,
Kepuasan, Trust, Brand Equity, Hospital Image dan Komitmen terhadap
Loyalitas Pasien Umum, 3, 1-11.

Bagasworo, W. (2021). Pengaruh Customer Relationship Management dan
Customer Experience Quality Terhadap Customer Loyalty Melalui Customer
Satisfaction(Studi pada Konsumen di Tanamera Cafe Jakarta ), 8114.

Baker, M. J. (2000). Marketing Strategy and management. london: Palgrave
macmillan.

Bank Mandiri. (2020). Mandiri Online. Retrieved from
https://www.bankmandiri.co.id/web/guest/mandiri-online

B Ramaseshan & Alisha Stein. (2014). Connecting the dots between brand
experience and brand loyalty: The mediating role of brand personality and brand
relationships. Journal of Brand Management.

Bhatti, H. S. (2019). The influence of customer experience on customer loyalty
for the mobile telecommunication services.

Bruck, M. (2021). The Effect Of Relationship Markrting On Customer
Loyalty On Gihon Hotel A Customer’s Perspective. St. Mary’s University, (May
2021).

Dam, S. M., & Dam, T. C. (2021). Relationships between Service Quality ,
Brand Image , Customer Satisfaction , and Customer Loyalty, 8(3), 585-593.
https://doi.org/10.13106/jafeb.2021.vol8.n03.0585

Deviana. (2021). Analisis Mutu Pelayanan Pendidikan dengan Model Service
Quality (Studi Kasus di Program Studi Magister Manajemen Universitas
Muhammadiyah Gresik Jawa Timur), 14-22.

86


http://ojs.stikesmedistra-indonesia.ac.id/
http://www.bankmandiri.co.id/web/guest/mandiri-online
http://www.bankmandiri.co.id/web/guest/mandiri-online

Dian Eka Permata Sari W, Fridawaty Rivai, R. A. (2021). The Effect of Patient
Experience on Patient Loyalty through Patient Satisfaction in Telemedicine
Application Services During the Covid-19 Pandemic, 2(3), 8-14.

Elina Jaakkola. (2015).  Service experience  co-creation:
conceptualization,implications, and future research directions. Journal of Service
Management, 26.

Engel, James F., R. D. B. and P. W. M. (1995). Perilaku Konsumen (6th ed.).
Jakarta : Binarupa Aksara.

Farida Eka, A. (2021). Strategi Bauran Pemasaran 7p (Product, Price, Place,
Promotion, People, Process, Dan Physical Evidence) Dalam Meningkatkan
Omzet Penjualan Produk Keripik Tempe Di Usaha Dagang Rara Desa Wonorejo
Kecamatan Gandusari Kabupaten Trenggalek (Dalam Perspektif E, 23-95.

Fernandes, T., & Pinto, T. (2019). Journal of Retailing and Consumer Services
Relationship quality determinants and outcomes in retail banking services : The
role of customer experience. Journal of Retailing and Consumer Services, 50(May
2018), 30-41. https://doi.org/10.1016/j.jretconser.2019.01.018

Garepasha, A., Aali, S., Reza, A., & Zendeh, B. (2019). Relationship dynamics
in customer loyalty to online banking services. https://doi.org/10.1108/JIMA-09-
2019-0183

Hair, J. (2010). Multivariate Data Analysis (7th ed.). Pearson Prentice Hall.

Hollebeek, L. (2019). Service innovativeness and tourism customer

outcomes, 31(11), 4227-4246. https://doi.org/10.1108/IJCHM-03-2018-0256

Husen, S., Khotimah, K., & Sutisna, E. (2021). Membangun Kepuasan
Pelanggan Untuk Mengatasi Gap Antara Pengaruh Customer Experience
TerhadapLoyalitas Pelanggan Pada Ud . Anwarudin Dan Apms Anwarudin.

Hussein, A. S., Dwi, R., Hapsari, V., & Yulianti, I. (2018). Experience quality
and hotel boutique customer loyalty : Mediating role of hotel image and
perceived value. Journal of Quality Assurance in Hospitality & Tourism, 0(0), 1—
18. https://doi.org/10.1080/1528008X.2018.1429981

87


https://doi.org/10.1080/1528008X.2018.1429981

Imbug, N., Nabila, S., Ambad, A., & Bujang, I. (2018). The Influence of
Customer Experience on Customer Loyalty in Telecommunication Industry The
Influence of Customer Experience on Customer Loyalty in Telecommunication
Industry, 8(3), 103-116. https://doi.org/10.6007/1JARBSS/v8-i3/3909

Ivon, S., Manajemen, P. S., Ekonomi, F., & Surakarta, U. K. (2021). Invest :

Jurnal Inovasi Bisnis dan Akuntansi Pengaruh Website Quality , Customer
Experience , dan Service Quality Terhadap Loyalitas Pelanggan Online Shop
Lazada di Kota Surakarta, 2(1), 53-63.

Jin, N. P, Line, N. D. & Goh, B. (2013). Journal of Hospitality
Marketing & Experiential Value , Relationship Quality , and Customer Loyalty in
Full- Service Restaurants : The Moderating Role of Gender, (January 2015), 37—
41. https://doi.org/10.1080/19368623.2013.723799

K. Usmandari. (2016). Pemasaran Jasa (pp. 10-21). Retrieved from
http://eprints.polsri.ac.id

Khan, S., Majid, S., & Fahad, H. (2013). Determinants of Customer
Satisfaction in Fast Food Industry A Study of Fast Food Restaurants Peshawar
Pakistan, 6(21), 56-65. https://doi.org/10.2478/stchb-2013-0002

Klaus, P., & Nguyen, B. (2014). Exploring the role of the online customer
experience in firms multi- channel strategy : an empirical analysis of the retail
banking services sector, (October), 37-41.
https://doi.org/10.1080/0965254X.2013.801610

Kompas. (2012). Mandiri Rilis Mobile Banking untuk Android.

Kontan. (2021). Layanan digital banking Bank Mandiri tumbuh 20% yoy per
Juni 2021.

Kotler, Philip & Keller, K. L. (2016). Marketing Management.

Kusumawati, A., & Rahayu, K. S. (2019). The effect of experience quality on
customer perceived value and customer satisfaction and its impact on customer
loyalty. https://doi.org/10.1108/TQM-05-2019-0150

Kwiatek, P., & Morgan, Z. (2019). The role of relationship quality and loyalty
programs in building customer loyalty, (September).
https://doi.org/10.1108/JBIM-02-2019-0093

Laili, Z., Faridah, S., Alwi, S., & Othman, N. (2014). Designing corporate

brand experience in an online context : A qualitative insight . Journal of Business

88


https://doi.org/10.6007/IJARBSS/v8-i3/3909
http://eprints.polsri.ac.id/

Research, 67(11), 2299-2310. https://doi.org/10.1016/j.jbusres.2014.06.018
Liew, C. Y., Lian, S. B., & Subramaniam, M. (2017). Relationship Value and

Relationship Quality : An Exploration of Its Antecedents on Customer Loyalty
Relationship Value and Relationship Quality : An Exploration of Its Antecedents
on Customer Loyalty, (December). https://doi.org/10.5539/ass.v13n12p51

Lo, A., & Lo, A. (2020). Effects of customer experience in engaging in hotels ’
CSR activities on brand relationship quality and behavioural intention
relationship quality and behavioural intention. Journal of Travel & Tourism
Marketing, 37(2), 185-199. https://doi.org/10.1080/10548408.2020.1740140

Maglio, P. P., & Spohrer, J. (2013). Industrial Marketing Management A
service science perspective on business model innovation. Industrial Marketing
Management. https://doi.org/10.1016/j.indmarman.2013.05.007

Marketing Research Indonesia. (2021). Bank Service Excellence Monitor
(BSEM).Bank Service Excellence Monitor (BSEM).

Marmata, D. P. B. (2021). Pengaruh Application Quality, Customer
Experience, Dan Lifestyle Terhadap Loyalitas Konsumen Dengan Kepuasan

Konsumen Sebagai Variabel Mediasi.

Martinez, P., & Rodriguez, I. (2013). International Journal of Hospitality
Management 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

Mary Ekumah Nyarko, Dr. Bylon Abeeku Bamfo, D. W. O. A. (2016). The
Impact Of Customer Service On Customer Loyalty And Retention In Zenith Bank
Ghana Limited.

Menidjel, C., Bilgihan, A., & Benhabib, A. (2020). Exploring the impact of
personality traits on perceived relationship investment , relationship quality , and
loyalty in the retail industry. The International Review of Retail, Distribution and
Consumer Research,0(0),1-24https://doi.org/10.1080/09593969.2020.1781228

Midtrans. (2021). Apa itu M Banking dan Manfaatnya untuk Pelaku Bisnis.

midtrans. Retrieved from https://midtrans.com/id/blog/apa-itu-m-banking

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

89


https://doi.org/10.1016/j.jbusres.2014.06.018
https://doi.org/10.1080/09593969.2020.1781228
https://midtrans.com/id/blog/apa-itu-m-banking

Nenad, J., Vykydal, D., & Tyle", E. (2021). Complex Customer Loyalty
Measurement at Closed-Loop Quality Management in B2B Area — Czech
Example.

Nguyen, T. T. M., Nguyen, T. D., Chi, H., City, M., Chi, H., & City, M.
(2015). Enhancing Business Relationship Quality Through Cultural
Sensitization. Journal of Relationship Marketing,  (January 2015),
37-41. https://doi.org/10.1080/15332667.2014.882177

Othman, B. A., Harun, A., Rashid, W. N., Nazeer, S., Kassim, W. M., &
Kadhim, K. G. (2019). Management Science Letters, 9. 865-876.
https://doi.org/10.5267/j.msl.2019.3.002

PC Sun, FT Pan, PC Wu, C. K. (2014). An empirical study of B2B
relationshipvalue-offering type as a moderator.

Philip T. Kotler and Gary Armstrong. (2018). Principles of Marketing (17th
ed.).

Poomduang, T., & Kheokao, J. (2021). Dimensions of Relationship Quality :

The sense of strength between consumer and brand, (3), 189-202.

Rachmadhania, N., & Balgiah, T. E. (2021). The Influence of Antecedents
Online Relationship Quality and Its Impact on Customer Loyalty in E- commerce,
177, 93-100.

Rahmani-nejad, L., Firoozbakht, Z., & Taghipoor, A. (2014). Service Quality ,
Relationship Quality and Customer Loyalty ( Case Study : Banking Industry in
Iran), (April), 262—268.

Rajnish Jain Jayesh Aagja Shilpa Bagdare. (2017). Customer experience — a
review and research agenda. Journal of Service Theory and Practice, 27(3).

Santoso, L., Setiawan, L., & Firdaus, M. R. (2021). Customer Relationship
MarketingApplication In The Coal Industry, 2021(1), 218-233.

Schiffman, Leon, K., & Leslie Lazar and Wisenblit, J. (2013). consumer

Behavoiur. Singapore: Prentice Hall.

90


https://doi.org/10.5267/j.msl.2019.3.002

Shinhan Bank. (2020). Pengertian Mobile Banking. Shinkan Bank. Retrieved
from https://shinhan.co.id/article-listings/read/pengertian-mobile-banking

Silalahi, B. C., & Suryaputra, R. (2021). Analysis Of The Effect Of
Environment , Frontline Personnel , Moments Of Truth , Product Offerings On
Customer Loyalty Through Customer Experience Quality And Relationship
Quality To Nobu Bank Customers, 69(1), 327-342.

Silva, M. (2021). With Teachers And Students Of The Master S IN, (February),
353-376. https://doi.org/10.14807/ijmp.v12i1.1301

Srivastava, M., & Kaul, D. (2016). Journal of Retailing and Consumer Services
Exploring the link between customer experience — loyalty — consumer spend.
Journal of Retailing and  Consumer  Services, 31, 277-286.
https://doi.org/10.1016/j.jretconser.2016.04.009

Suara Surabaya. (2020). Transaksi Mobile dan Internet Banking Melonjak,
Penggunaan ATM Turun.  Suara  Surabaya. Retrieved from
https://www.suarasurabaya.net/kelanakota/2020/transaksi-mobile-dan-internet-
banking-melonjak-penggunaan-atm-turun/

Suha, B. (2021). Social Media Activity dan Customer Experience dalam
MembentukRelationship Quality, 4(2).

Tamizi, A., Habashi, A. S., & Jani, S. (2020). Investigating the application of
the relationship marketing strategies in Islamic banks and its impact on customer
loyalty 1, 3(1), 1-14.

Tjahjaningsih, E., Maskur, A., & Widyasari, S. (2021). The Effect of
Customer Experience and Service Quality on Satisfaction in Increasing
Loyalty, 169(lcobame 2020), 395-399.

Vargo, S. L., & Lusch, R. F. (2014). Marketing Theory logic.
https://doi.org/10.1177/1470593114534339

Vision, S. (2013). No Title. Perkembangan Mobile Banking Di Indonesia.

Retrieved from  https://sharingvision.com/2013/perkembangan-mobile-banking

-di-indonesia/

91


http://www.suarasurabaya.net/kelanakota/2020/transaksi-mobile-dan-internet-
http://www.suarasurabaya.net/kelanakota/2020/transaksi-mobile-dan-internet-
https://sharingvision.com/2013/perkembangan-mobile-banking-di-%20indonesia/
https://sharingvision.com/2013/perkembangan-mobile-banking-di-%20indonesia/

Villarejo-Ramos, A. F., Sanchez-Franco, M. J., Garcia-Vacas, E. M., &
Navarro- Garcia, A. (2014). Modelling the influence of eWOM on loyalty
behaviour in social network sites. In Strategies in E-Business (pp. 11-28).
Springer, Boston, MA.

Wahab, Z., Widiyanti, M., & Saggaff, M. (2020). The Effect of Relationship
Marketing and Service Quality Towards Customer Loyalty of PT Bank
Perkreditan Rakyat Sumatera Selatan, 11(2). https://doi.org/10.18196/mb.11296

Yoong, L. C., Lian, S. B., & Subramaniam, M. (2017). Relationship Value and
Relationship Quality : An Exploration of Its Antecedents on Customer Loyalty,
13(12), 51-62. https://doi.org/10.5539/ass.v13n12p51

Zaid, S., & Patwayati, P. (2021). Impact of Customer Experience and
Customer Engagement on Satisfaction and Loyalty : A Case Study in Indonesia,
8(4), 983-992. https://doi.org/10.13106/jafeb.2021.vol8.n04.0983

92



