BIBLIOGRAPHY

Aaker, D. A. (1991). Managing Brand Equity: Capitalizing on the Value of a
Brand Name. New York, NY: The Free Press.

Aaker, J. L. (1997). Dimensions of Brand Personality. Journal of Marketing
Research, 347-356.

Akoglu, H. E., & Ozbek, O. (2021). The effect of brand experiences on brand
loyalty through perceived quality and brand trust: a study on sports
consumers. Asia Pacific Journal of Marketing and Logistics.

Alhazmi, B. M. (2019). Religiosity and customer trust in financial services
marketing relationships. Journal of Financial Services Marketing, 31-43.

Andaleeb, S. (1992). The trust concept: research issues for channels of
distribution. Research in Marketing, 1-30.

Anderson, E. W., & Sullivan, M. W. (1993). The antecedents and consequences of
customer satisfaction for firms. Marketing Science, 125-143.

Anderson, E., Fornell, C., & Rust, R. (1997). Customer satisfaction, productivity,
and profitability: differences between goods and services. Marketing
Science, 129-145.

Ankur Joshi, S. K. (2015). Likert Scale: Explored and Explained. British Journal
of Applied Science and Technology, 396-403.

Arnould, J., E., Price, L. L., & Zinkhan, G. L. (2002). River Magic: Extraordinary
Experience and the Extended Service. Journal of Consumer Research, 24—
45,

Atulkar, S. (2019). Brand trust and brand loyalty in mall shoppers. Marketing
Intelligence & Planning, 559-572.

Atulkar, S., & Kesari, B. (2018). A review on art of creating values in retail for
improving business performance. Journal of Business Administration
Research, 22-26.

Brakus, J. J., Schmitt, B. H., & Zarantonello, L. (2009). Brand Experience: What
Is It? How Is It Measured? Does It Affect Loyalty? Journal of Marketing,
52-68.

Brakus, J. J., Schmitt, B. H., & Zhang, S. (2008). Experiential Attributes and
Consumer Judgments. Handbook on Brand and Experience Management,
174-187.

Bridson, K., Evans, J., & Hickman, M. (2008). Assessing the relationship between
loyalty program attributes, store satisfaction and store loyalty. Journal of
Retailing and consumer Services, 364-374.

Carroll, B. A., & Ahuvia, A. C. (2006). Some antecedents and outcomes of brand
love. Marketing Letters.

80



81

Chang, M. K. (1998). Predicting Unethical Behavior: A Comparison of the
Theory of Reasoned Action and the Theory of Planned Behavior. Journal
of Business Ethics, 1825-34.

Chang, W.-J. (2021). Experiential marketing, brand image and brand loyalty: a
case study of Starbucks. British Food Journal, 209-223.

Chattopadhyay, Amitava, & Laborie, J.-L. (2005). Managing Brand Experience:
The Market Contact Audit. Journal of Advertising Research, 9-16.
Chaudhuri, A., & Holbrook, M. B. (2001). The Chain of Effects from Brand Trust
and Brand Affect to Brand Performance: The Role of Brand Loyalty.

Journal of Marketing, 81-93.

Chen, P.-T., & Hu, H.-H. (2010). How determinant attributes of service quality
influence  customer-perceived  value. International Journal of
Contemporary Hospitality, 535-51.

Chiou, J.-S., & Droge, C. (2006). Service quality, trust, specific asset investment,
and expertise: direct and indirect effects in a satisfaction-loyalty
framework. ACAD, 613-27.

Colicev, A., O’Connor, P., & Vinzi, V. E. (2016). Is Investing in Social Media
Really Worth 1t? How Brand Actions and User Actions Influence Brand
Value. Service Science, 152-168.

Cooper, C. (2014). Wiley Encyclopedia of Management. Wiley.

Creswell, J. (2022, August 2). Starbucks Reports Record Revenue, Driven Mostly
by Gen Z's Love of Iced Drinks. Retrieved from The New York Times:
https://www.nytimes.com/2022/08/02/business/starbucks-quarterly-
earnings.html

Delgado-Ballester, E., & Munuera-Aleman, J. L. (2001). Brand trust in the
context of consumer loyalty. European Journal of Marketing, 1238-1258.

Dick, A. S., & Basu, K. (1994). Customer loyalty: Toward an integrated
conceptual framework. Journal of the Academy of Marketing Science, 99-
113.

Dillard, J. P., & Pfau, M. (2002). The persuasion handbook: Developments in
theory and practice. Sage Publication.

Doney, P. M., & Cannon, J. P. (1997). An examination of the nature of trust in
buyerseller relationships. Journal of Marketing, 35-51.

Fishbein, M. (1980). A theory of reasoned action: some applications and
implications. Nebraska Symposium on Motivation, 65-116.

Fishbein, M., & Ajzen, 1. (1975). Belief, attitude, intention and behaviour: An
introduction to theory and research. Reading, MA: Addison-Wesley
Publishing Co.

Fornell, C. (1992). A National Customer Satisfaction Barometer: The Swedish
Experience. Journal of Marketing, 6-21.



82

Gay, Mills, & Airasian. (2009). Educational Research: Competencies for analysis
and applications (9th edition). Upper Saddle River, NJ: Prentice Hall.

Gomez, M. I., McLaughlin, E. W., & Wittink, D. R. (2004). Customer satisfaction
and retail sales performance: an empirical investigation. Journal of
Retailing, 265-278.

Gounaris, S., Dimitriadis, S., & Stathakopoulos, V. (2010). An examination of the
effects of service quality and satisfaction on customers' behavioral
intentions in e-shopping. Journal of Services Marketing, 142-156.

Ha, C. L. (1998). The theory of reasoned action applied to brand loyalty. Journal
of Product & Brand Management, 51-61.

Hair, J. F., Black, W. C., Babin, B. J.,, & Anderson, R. E. (2019). Multivariate
Data Analysis, 8th edition. Hampshire: Cengage Learning.

Hanaysha, J. R. (2017). Impact of Social Media Marketing, Price Promotion, and
Corporate Social Responsibility on Customer Satisfaction. Jindal Journal
of Business Research, 132-145.

Hoch, S. J. (2002). Product experience is seductive. Journal of Consumer
Research, 448-454.

Hoch, S. J, & Ha, Y.-W. (1986). Consumer learning: Advertising and the
ambiguity of product experience. Journal of Consumer Research, 221-
233.

Hosseini, S. H., & Behboudi, L. (2017). Brand trust and image: effects on
customer satisfaction. International Journal of Health Care Quality
Assurance, 580-590.

Huang, C.-C. (2017). The impacts of brand experiences on brand loyalty:
mediators of brand love and trust. Management Decision, 915-934.
Huffman, C., & Houston, M. J. (1993). Goal-oriented experiences and the
development of knowledge. Journal of Consumer Research, 190-207.

Hui, M. K., & Bateson, J. E. (1991). Perceived Control and the Effects of
Crowding and Consumer Choice on the Service Experience. Journal of
Consumer Research, 174-184.

Hung, L.-M. (2012). A Study of Consuming Behaviors of Budget Coffee.
Business and Management Research, 48-61.

Iglesias, O., Markovic, S., & Rialp, J. (2019). How does sensory brand experience
influence brand equity? Considering the roles of customer satisfaction,
customer affective commitment, and employee empathy. Journal of
Business Research, 343-354.

Kaur, P., Stoltzfus, J., & Yellapu, V. (2018). Descriptive Statistics. IJAM.

Keller, K. L., & Lehmann, D. R. (2006). Brands and Branding: Research Findings
and Future Priorities. Marketing Science, 740-759.



83

Kempf, D. S., & Smith, R. E. (1998). Consumer processing of product trial and
the influence of prior advertising: A structural modeling approach. Journal
of Marketing Research, 325-338.

Kerin, R. A., & Jain, A. (1992). Store Shopping Experience and Consumer Price-
Quality-Value Perceptions. Journal of Retailling, 376-397.

Kotler, P. (2000). Marketing Management, Millennium ed. Upper Saddle River,
NJ: Prentice-Hall.

Kunst, A. (2022, February 13). Share of Americans who visited Starbucks in the
past 3 months in 2018, by age. Retrieved from Statista:
https://www.statista.com/statistics/230985/people-who-visited-starbucks-
usa/

LaBarbera, P. A., & Mazursky, D. (1983). A longitudinal assessment of consumer
satisfaction, dissatisfaction: the dynamic aspect of cognitive process.
Journal of Marketing Research, 1-9.

Lau, G. T., & Lee, S. H. (1999). Consumers’ Trust in a Brand and the Link to
Brand Loyalty. Journal of Market Focused Management, 341-370.

Lin, Y. H. (2015). Innovative brand experience's influence on brand equity and
brand satisfaction. Journal of Business Research, 2254-2259.

Lusch, R. F., Vargo, S. L., & O’Brien, M. (2007). Competing through service:
Insights from service-dominant logic. Journal of Retailling, 5-18.

Lutz, R. J. (1991). The Role of Attitude Theory in Marketing. Perspectives in
Consumer Behavior, 233-250.

Mabkhot, H. A., Shaari, H., & Salleh, S. M. (2017). The influence of brand image
and brand personality on brand loyalty, mediating by brand trust: an
empirical study. UKM Journal of Management, 71-82.

Madden, T. J., Ellen, P. S., & Ajzen, I. (1992). A Comparison of the Theory of
Planned Behavior and the Theory of Reasoned Action. Personality and
Social Psychology Bulletin, 3-9.

Mittal, V., & Kamakura, W. A. (2001). Satisfaction, Repurchase Intent, and
Repurchase Behavior: Investigating the Moderating Effect of Customer
Characteristics. Journal of Marketing Research, 131-142.

Moorman, C., Zaltman, G., & Deshpande, R. (1992). Relationships between
providers and users of market research: the dynamics of trust within and
between organizations. Journal of Marketing Research, 314-328.

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of
relationship marketing. Journal of Marketing, 20-38.

Munuera-Aleman, J. L., Delgado-Ballester, E., & Yague-Guillen, M. J. (2003).
Development and validation of a brand trust scale. International Journal
of Market Research, 35-53.



84

Munuera-Aleman, J. L., Delgado-Ballester, E., & Yague-Guillen, M. J. (2003).
Development and validation of a brand trust scale. International Journal
of Market Research, 1-18.

Nezakati, H., Yen, C. P., & Akhoundi, M. (2013). Antecedents Impact on Brand
Loyalty in Cosmetics Industry. Journal of Applied Science, 126-132.

Odin, Y., Odin, N., & Valette-Florence, P. (2001). Conceptual and operational
aspects of brand loyalty: An empirical investigation. Journal of Business
Research, 75-84.

Oliver, R. L. (1980). A Cognitive Model of the Antecedents and Consequences of
Satisfaction Decisions. Journal of Marketing Research, 460—469.

Onurlubas, E., & Oztiirk, D. (2020). The Effect of Service Quality on Customer
Satisfaction: An Application on Boutique Hotels.

Park, E., Jang, Y., Kim, J, Jeong, N. J., Bae, K., & Pobil, A. P. (2019).
Determinants of customer satisfaction with airline services: An analysis of
customer feedback big data. Journal of Retailing and Consumer Services,
186-190.

Philip Kotler, G. A. (2008). Principles of Marketing. Essex: Prentice Hall.

Pine, B. J., & Gilmore, J. H. (2011). The Experience Economy. Boston, MA:
Harvard Business Press.

Prahalad, C., & Ramaswamy, V. (2004). Co-creation experiences: The next
practice in value creation. Journal of Interactive Marketing, 5-14.

Ramaseshan, B., & Stein, A. (2014). Connecting the dots between brand
experience and brand loyalty: the mediating role of brand personality and
brand relationships. Journal of Brand Management, 664-683.

Reichheld, F. F. (1996). The loyalty effect. Boston, MA: Harvard Business Scholl
Press.

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service quality and
customer satisfaction on customer behavior in online shopping. Heliyon.

Rousseau, D. M., Sitkin, S. B., Burt, R. S., & Camerer, C. (1998). Not So
Different After All: A Cross-discipline View of Trust. The Academy of
Management Review, 393-404.

Royo-Vela, M., & Sanchez, M. P. (2022). Downward price-based luxury brand
line extension: Effects on premium luxury buyer's perception and
consequences on buying intention and brand loyalty. European Research
on Management and Business Economics.

Rubio, N., Villasefior, N., & Yague, M. J. (2017). Creation of customer loyalty
trust in the retailer through store brands: The moderating effect of choice
of store brand name. Journal of Retailing and Consumer Services, 358-
368.



85

Rust, R. T., & Zahorik, A. J. (1993). Customer Satisfaction, Customer Retention,
and Market Share. Journal of Retailling, 193-215.

Sahin, A., Zehir, C., & Kitap¢i, H. (2011). The Effects of Brand Experiences,
Trust and Satisfaction on Building Brand Loyalty; An Empirical Research
On Global Brands. Procedia Social and Behavioral Sciences, 1288-1301.

Schlitz, H. (2021, September 13). 10 of the coolest Starbucks stores from around
the world. Retrieved from Business Insider:
https://www.businessinsider.com/coolest-starbucks-stores-from-around-
the-world-2021-9?amp

Schmitt, B. (1999). Experiential Marketing. Journal of Marketing Management,
53-67.

Sekaran, U., & Bougie, R. (2016). Research Methods For Business: A Skill
Building Approach, 7th Edition. West Sussex: Wiley & Sons.

Sivadas, E., & Baker-Prewitt, J. L. (2000). An examination of the relationship
between service quality, customer satisfaction and store loyalty.
International Journal of Retail & Distribution Management, 73-82.

Song, H., Wang, J., & Han, H. (2018). Effect of image, satisfaction, trust, love,
and respect on loyalty formation for name-brand coffee shops.
International Journal of Hospitality Management, 50-59.

Statista Research Department. (2022, November 28). Number of international and
U.S.-based Starbucks stores from 2005 to 2022. Retrieved from Statista:
https://www.statista.com/statistics/218366/number-of-international-and-
us-starbucks-stores/

Tam, J. L. (2004). Customer satisfaction, service quality and perceived value: An
integrative model. Journal of Marketing Management, 897-917.

Thomson, M., Maclnnis, D. J., & Park, C. W. (2005). The Ties That Bind:
Measuring the Strength of Consumers. Journal of Consumer Psychology,
77-91.

Torres, A., & A.Tribd, J. (2011). Customer satisfaction and brand equity. Journal
of Business Research, 1089-1096.

Tumanan, M. A., & Lansangan, J. R. (2012). More than just a cuppa coffee: A
multi-dimensional approach towards analyzing the factors that define
place attachment. International Journal of Hospitality Management, 529-
534.

Uzir, M. U., Halbusi, H. A., Thurasamy, R., 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 Cosnumer
Services.



86

Vargo, S. L., & Lusch, R. F. (2004). Evolving to a New Dominant Logic for
Marketing. Journal of Marketing, 21-46.

Vargo, S. L., & Lusch, R. F. (2006). Service-Dominant Logic: What it is, What is
it not, What it might be. Journal of the Academy of Marketing Science, 61-
74.

Vargo, S. L., & Lusch, R. F. (2008). Service-Dominant Logic: Continuing the
Evolution. Journal of the Academy of Marketing Science, 1-10 .

Vargo, S. L., & Lusch, R. F. (2008). Why "service" ? Journal of the Academy of
Marketing Science, 25-38.

Wilson, D. T. (1975). Attitudes, referents, and perceived risk. AMA Combined
Conference. Chicago, IL.

Xu, X. (2022). A growing or depreciating love? Linking time with customer
satisfaction through online reviews. Information & Management.

Yosephine, L. (2019, January 15). Bali now home to Southeast Asia's largest
Starbucks store ‘'Dewata’. Retrieved from The Jakarta Post:
https://www.thejakartapost.com/life/2019/01/15/bali-now-home-to-
southeast-asias-largest-starbucks-store-dewata.html

Zarantonello, L., & Schmitt, B. H. (2010). Using the brand experience scale to
profile consumers and predict consumer behaviour. Journal of Brand
Management, 532—-540.



