
 

 

 

 

 

DAFTAR PUSTAKA 

 

 

Abd-El-Salam, E. M., Shawky, A. Y., & El-Nahas, T. (2013). The impact of corporate 

image and reputation on service quality, Kepuasan pelanggan and customer 

loyalty: Testing the mediating role. Case analysis in an international service 

company. Journal of Business and Retail Management Research, 8(1), 130–153. 

Al-Hazmi, N. M. (2021). The impact of Manajemen hubungan pelanggan on Retensi 

pelanggan in travel and tourism organizations. Management Science Letters, 11, 

247–252. https://doi.org/10.5267/j.msl.2020.8.009 

Andriana, R., Saparso, Fitrio, T., Emmywati, & Badaruddin. (2019). Assessing the 

relationship between corporate reputation, Kepuasan pelanggan, behavioural 

intentions and customer loyalty. International Journal of Innovation, Creativity 

and Change, 9(4), 183–199. 

Annan, S. Al, Haidoura, H., Shatila, K., & Alozian, M. (2020). The impact of 

Manajemen hubungan pelanggan on Kepuasan pelanggan and retention: The case 

Lebanon. International Journal of Psychosocial Rehabilitation, 24(6), 6099– 

6119. 

Azwir, H. H., Wicaksono, A. I., & Oemar, H. (2020). Manajemen Perawatan 

Menggunakan Metode RCM di Mesin Produksi Kertas. Jurnal Optimasi Sistem 

Industri, 19(1), 12. https://doi.org/10.25077/josi.v19.n1.p12-21.2020 

Basuki, A. T., & Nazaruddin, I. (2016). Analisis Statistik Dengan SPSS. Analisis 

Statistik Ekonomi Dan Bisnis Dengan SPSS, 100–105. 

Dananjaya, D. (2021). Pendapatan Bengkel Otomotif Turun 40 Persen Sepanjang 2021 

Halaman all - Kompas.com. Kompas.Com. 

https://otomotif.kompas.com/read/2021/11/01/072200315/pendapatan-bengkel- 

otomotif-turun-40-persen-sepanjang-2021?page=all 

Das, S., Mishra, M., & Mohanty, P. K. (2018). The Impact of Manajemen hubungan 

pelanggan (CRM) Practices on Retensi pelanggan and the Mediating Effect of 

Kepuasan pelanggan. International Journal of Management Studies, 5(1(4)), 95. 

https://doi.org/10.18843/ijms/v5i1(4)/15 

Diah, P., Singse, S., Dodi, P., Pristina, H., Enung, S. S., Sri, H. (2022). The Effect Of 

Kepuasan pelanggan in Mediation Of Manajemen hubungan pelanggan on 

Customer Loyalty During Pandemic. Jurnal Visionida, 8(1). 

https://ojs.unida.ac.id/Jvs 

Gul, R. (2014). The Relationship between Reputation, Kepuasan pelanggan, Trust, and 

Loyalty. Journal of Public Administration and Governance, 4(3), 368. 

https://doi.org/10.5296/jpag.v4i3.6678 

Hadi, D. P., & Indradewa, R. (2019). The Service Quality Effect on Corporate 

Reputation, Customers Satisfaction, and Loyalty. Journal of Multidisciplinary 

Academic 51 JoMA, 03(03), 51–56. 
 

 

89 



90 
 

 

 

 

 

 

Hassan, R. S., Nawaz, A., Lashari, M. N., & Zafar, F. (2015). Effect of Manajemen 

hubungan pelanggan on Kepuasan pelanggan. Procedia Economics and Finance, 

23(October), 563–567. https://doi.org/10.1016/s2212-5671(15)00513-4 

Japarianto. (2018). Pengaruh Logistics Service Quality Terhadap Customer Retentio 

Dengan Kepuasan pelanggan Sebagai Variabel Intervening Pada Industri 

Ekspedisi Laut Di Surabaya. Jurnal Manajemen Pemasaran, Vol. 12, No. 1, April 

2018, 25—32 

Kemenprin. (2021). Kemenperin: Menperin: Industri Otomotif Jadi Sektor Andalan 

Ekonomi Nasional. Kemenprin. 

https://www.kemenperin.go.id/artikel/22297/Menperin:-Industri-Otomotif-Jadi- 

Sektor-Andalan-Ekonomi-Nasional. 

Khan, R. U., Salamzadeh, Y., Iqbal, Q., & Yang, S. (2020). The Impact of Manajemen 

hubungan pelanggan and Reputasi Perusahaan on Customer Loyalty: The 

Mediating Role of Kepuasan pelanggan. Journal of Relationship Marketing, 0(0), 

1–27. https://doi.org/10.1080/15332667.2020.1840904 

LokaData. (2016). Jumlah kendaraan bermotor menurut provinsi dan jenis kendaraan, 

2015 - Lokadata. LokaData. https://lokadata.beritagar.id/chart/preview/jumlah- 

kendaraan-bermotor-menurut-provinsi-dan-jenis-kendaraan-2015-1504158661 

Mardiana, A., Jao, R., Tangke, P., & Holly, A. (2021). The Impact of Corporate 

Reputation on the Cost of Equity as Mediated by Earnings Quality. Atestasi: 

Jurnal Ilmiah Akuntansi, 4(2), 217–229. 

Nelli P. Sari., Heny K. Daryanto., Imam T. Saptono. (2018). Effect of Manajemen 

hubungan pelanggan on satisfaction and loyalty of the customers of PT.Bank BNI. 

Jurnal Aplikasi Manajemen dan Bisnis, (4)1, 129. 

http://dx.doi.org/10.17358/jabm.4.1.129 

Odunlami, B. (2015). Impact of Kepuasan pelanggan on Retensi pelanggan: A Case 

Study of a Reputable Bank in Oyo, Oyo State. Nigeria. International Journal of 

Managerial Studies and Research, 3(2), 42–53. 

Pool, A. K., Pool, M. K., & Taghipourian, M. J. (2016). Kepuasan pelanggan through 

corporate reputation : The mediating role of perceived value. International 

Journal of Humanities and Cultural Studies, 3(2), 1424–1434. 

Putra, A., Suhud, U., & Handaru, A. W. (2022). The Role of Brand Reputation on 

Retensi pelanggan of Social Media Users. 4(1), 126–137. 

Qasem, M. F., Abukhadijeh, M. A., & Aladham, M. "Abd A. (2016). Manajemen 

hubungan pelanggan and Retensi pelanggan in Jordanian Bank. International 

Business Research, 9(9), 41. https://doi.org/10.5539/ibr.v9n9p41 

Ridwan, R., Nur, Y., & Mariah, M. (2021). The Influence of Manajemen hubungan 

pelanggan on Kepuasan pelanggan. Jurnal Economic Resources, 4(3), 1. 

Rashid Saeed, Rab Nawaz Lodhi, Sarwat Nazir, Muzammil Safdar, Zahid Mahmood 

and Moeed Ahmad (2013). Impact of Manajemen hubungan pelanggan on 

Kepuasan pelanggan. World Applied Sciences Journal, 26(12), 1653–1656. 

https://www.idosi.org/wasj/wasj26(12)13/20.pdf 

Sari, S. W., Sunaryo, S., & Mugiono, M. (2018). the Effect of Service Quality on 

http://dx.doi.org/10.17358/jabm.4.1.129
http://www.idosi.org/wasj/wasj26(12)13/20.pdf
http://www.idosi.org/wasj/wasj26(12)13/20.pdf


91 
 

 

 

 

 

 

Retensi pelanggan Through Commitment and Satisfaction As Mediation 

Variables in Java Eating Houses. Jurnal Aplikasi Manajemen, 16(4), 593–604. 

https://doi.org/10.21776/ub.jam.2018.016.04.05 


