
101 

 

DAFTAR PUSTAKA 

Alma, B. (2013). Manajemen Pemasaran dan Pemasaran Jasa. Alfabeta. 

Al-Rasyid, H. (2017). Pengaruh Kualitas Layanan Dan Pemanfaatan Teknologi 

Terhadap Kepuasan Dan Loyalitas Pelanggan Go-Jek. Jurnal Ecodemica, 

1(2), 210–223. 

Amstrong, G., & Kotler, P. (2012). Dasar-Dasar Pemasaran. Penerbit Prenhalindo. 

Anggraini, R., Ababil, R., & Widiastuti, T. (2018). Pengaruh Penyaluran Dana ZIS 

dan Tingkat Inflasi terhadap Pertumbuhan Ekonomi Indonesia Periode 2011-

2015. FALAH Jurnal Ekonomi Syariah, 3(2). 

Anggreani, N., Widowati, S. Y., & Santoso, A. (2019). Penciptaan Loyalitas 

Pelanggan. JBE Jurnal Bingkai Ekonomi JBE, 4(1), 1–12. https://stie-

aka.ac.id/journal/index.php/jbe3/index 

Arnould, Price, & Zinkhan. (2004). Cunsomer (2nd ed.). Mcgrow-Hill. 

Asma, S., Baha Dine, M. S., Wafaa, B., & Redouan, A. (2018). The Effect of 

Perception Quality/Price of Service on Satisfaction and Loyalty Algerians 

Customers Evidence Study Turkish Airlines. International Journal of 

Economics & Management Sciences, 07(01). https://doi.org/10.4172/2162-

6359.1000503 

Assauri, S. (2015). Manajemen Pemasaran. PT Raja Grafindo. 

Atmawati, R., & Wahyuddin. (2005). Analisis Pengaruh Kualitas Pelayanan 

Terhadap Kepuasan Konsumen Pada Matahari Departement Store Di Solo 

Grand Mall. Daya Saing Jurnal Ekonomi Manajemen Sumber Daya, 5(1). 

Bakhtiar, A., Susanty, A., & Massay, F. (2010). ANALISIS KUALITAS 

PELAYANAN YANG BERPENGARUH TERHADAP KEPUASAN 

PELANGGAN MENGGUNAKAN METODE SERVQUAL DAN MODEL 

KANO (Studi Kasus: PT. PLN UPJ Semarang Selatan). J@TI Undip, 5(2), 

77–84. 

Baş, Y. N., & Özdemir Güzel, S. (2020). Understanding the Relationship Between 

Physical Environment, Price Perception, Customer Satisfaction and Loyalty in 

Restaurants. Journal of Tourism and Gastronomy Studies, 8(2), 762–776. 

https://doi.org/10.21325/jotags.2020.577 

Budiastari, S. (2018). PENGARUH KUALITAS PRODUK, PERSEPSI HARGA, 

DAN CITRA MEREK TERHADAP KEPUASAN DAN LOYALITAS 

PELANGGAN BETON SIAP PAKAI HOLCIM DI JAKARTA. Jurnal 

Dinamika Manajemen Dan Bisnis, 1(1). 

https://doi.org/https://doi.org/10.21009/JDMB.01.1.4 

Chen, C.-J., & Huang, J.-W. (2007). Strategic human resource practices and 

innovation performance — The mediating role of knowledge management 



102 

 

 

 

capacity. Journal of Business Research, 62(1), 104–114. 

https://doi.org/https://doi.org/10.1016/j.jbusres.2007.11.016 

Cheng, C. C., Chiu, S.-I., Hu, H.-Y., & Chang, Y.-Y. (2011). A study on exploring 

the relationship between customer satisfaction and loyalty in the fast food 

industry: With relationship inertia as a mediator. African Journal of Business 

Management, 5(13), 5118–5126. https://doi.org/10.5897/AJBM10.870 

Dam, S. M., & Dam, T. C. (2021). Relationships between Service Quality, Brand 

Image, Customer Satisfaction, and Customer Loyalty. Journal of Asian 

Finance, Economics and Business, 8(3), 585–593. 

https://doi.org/10.13106/jafeb.2021.vol8.no3.0585 

Dewi, P. S. A., & Suprapti, N. W. S. (2018). MEMBANGUN LOYALITAS 

PELANGGAN MELALUI KEPUASAN YANG DIPENGARUHI OLEH 

KUALITAS PRODUK, PERSEPSI HARGA DAN CITRA MEREK (Studi 

Pada Produk Smartphone Merek Oppo). Matrik : Jurnal Manajemen, Strategi 

Bisnis Dan Kewirausahaan, 87. 

https://doi.org/10.24843/matrik:jmbk.2018.v12.i02.p01 

Ebert, & Griffin. (1995). Manajemen (2nd ed., Vol. 1). Penerbit Erlangga. 

Ehsani, Z., & Ehsani, M. H. (2014). Mohammad Hossein Ehsani. Effect of Quality 

and Price on Customer Satisfaction and Commitment in Iran Auto Industry. 

International Journal of Service Science, 1(5), 52–56. 

http://www.openscienceonline.com/journal/ssme 

El-Adly, M. I. (2019). Modelling the relationship between hotel perceived value, 

customer satisfaction, and customer loyalty. Journal of Retailing and 

Consumer Services, 50, 322–332. 

https://doi.org/10.1016/j.jretconser.2018.07.007 

Espejel, J., Fandos, C., & Flavián, C. (2008). Consumer satisfaction: A key factor 

of consumer loyalty and buying intention of a PDO food product. British Food 

Journal, 110(9), 865–881. https://doi.org/10.1108/00070700810900585 

Ferdinan, A. (2014). Metode Penelitian Manajemen. BP Universitas Diponegoro. 

Ghozali, I. (2018). Aplikasi Analisis Multivariete Dengan Program IBM SPSS 23 

(8th ed.). Badan Penerbit Universitas Diponegoro. 

Griffin. (2005). Customer Loyalty. Penerbit Erlangga. 

Griffin, J. (2003). Menumbuhkan Dan Mempertahankan Pelanggan. Penerbit 

Erlangga. 

Gürbüz, E. (2008). Retail store branding in Turkey: Its effect on perceived quality, 

satisfaction and loyalty. EuroMed Journal of Business, 3(3), 286–304. 

https://doi.org/10.1108/14502190810906446 

Harjati, L., & Venesia, Y. (2015). PENGARUH KUALITAS LAYANAN DAN 

PERSEPSI HARGA TERHADAP KEPUASAN PELANGGAN PADA 



103 

 

 

 

MASKAPAI PENERBANGAN TIGER AIR MANDALA. Journal WIDYA 

Ekonomika, 64. 

Hermawan, B., Basalamah, S., Djamereng, A., & Plyriadi, A. (2017). Effect of 

Service Quality and Price Perception on Corporate Image, Customer 

Satisfaction and Customer Loyalty among Mobile Telecommunication 

Services Provider. IRA-International Journal of Management & Social 

Sciences , 8(1), 62–73. https://doi.org/10.21013/jmss.v8.n1.p7 

Hidayat, A., Soesanto, H., & Mahfudz. (2017). THE EFFECTS OF PRODUCT 

QUALITY, SERVICE QUALITY AND ATTRIBUTES RELATED TO 

SERVICE AS BRAND SWITCHING ANTICIPATION AND THEIR 

IMPLICATION ON CUSTOMERS’ SATISFACTION (Empirical Study on 

the Customers of Clean Water in Nizam Zachman Ocean Fisheries Port Area-

Jakarta). Jurnal Sains Pemasaran Indonesia, XVI(3), 203–220. 

https://doi.org/https://doi.org/10.14710/jspi.v16i3.203-220 

Husna, A. P. A. (2011). ANALISIS PENGARUH PERSEPSI HARGA, CITRA, 

DAN 

KUALITASLAYANAN  TERHADAP  KEPUASAN  PELANGGAN  DAL

AMMEMBANGUN  MINAT  MEREFERENSIKAN(Studi  Penelitian  pada

  Pelanggan  CV.  Tria  Jasa  Boga  Semarang). Jurnal Sains Pemasaran 

Indonesia, 10(1), 1–32. 

https://doi.org/https://doi.org/10.14710/jspi.v10i1.1%20-%2032 

Ibrahim, M., & Thawil, S. M. (2019). PENGARUH KUALITAS PRODUK DAN 

KUALITAS PELAYANAN TERHADAP KEPUASAN KONSUMEN. 

Jurnal Riset Manajemen Dan Bisnis (JRMB), 4(1), 175–182. 

https://doi.org/10.36226/jrmb.v4i1.251 

Iglesias, M. P., & Guillen, M. J. Y. (2004). Perceived Quality and Price: Their 

Impact on the Satisfaction of Restaurant Customers. International Journal of 

Contemporary Hospitality Manage-Ment, 16, 373-379. 

https://doi.org/https://doi.org/10.1108/09596110410550824 

Indrasari, M. (2019). PEMASARAN DAN KEPUASAN PELANGGAN (Vol. 1). 

Unitomo Press. 

Irawan, D., & Japarianto, E. (2013). ANALISA PENGARUH KUALITAS 

PRODUK TERHADAP LOYALITAS MELALUI KEPUASAN SEBAGAI 

VARIABEL INTERVENING PADA PELANGGAN RESTORAN POR KEE 

SURABAYA. Jurnal Manajemen Pemasaran, 1(2), 1–8. 

Khairawati, S. (2019). Effect of customer loyalty program on customer satisfaction 

and its impact on customer loyalty. International Journal of Research in 

Business and Social Science (2147- 4478), 9(1), 15–23. 

https://doi.org/10.20525/ijrbs.v9i1.603 

Kotler, & Keller. (2009). Manajemen Pemasaran (13th ed., Vol. 1). Erlangga. 



104 

 

 

 

Kotler, P. (2008). Manajemen Pemasaran (Millenium). PT. Prehallindo. 

Kotler, P., & Amstrong, G. (2008). Prinsip-Prinsip Pemasaran (Vol. 1). Penerbit 

Erlangga. 

Lau, P., & Nelson, L. (2014). Akuntansi Keuangan (Intermediate Financial 

Reporting) Buku 1 (1st ed.). Salemba Empat. 

Lee, Y.-J., & Kao, P.-H. (2015). Effects of Service Quality on Customer Loyalty-

A Case of Taiwanese Watson’s Personal Care Stores. Universal Journal of 

Management, 3(5), 187–197. https://doi.org/10.13189/ujm.2015.030503 

Lestari, A., & Yulianto, E. (2018). PENGARUH KUALITAS PRODUK 

TERHADAP LOYALITAS PELANGGAN DENGAN KEPUASAN 

PELANGGAN SEBAGAI VARIABEL MEDIASI (Survei pada Pelanggan 

Citra Kendedes Cake & Bakery Jl. S. Hatta B3 Kav. A, Kota Malang). Jurnal 

Administrasi Bisnis, 54(1). 

Mahsyar, S., & Surapati, U. (2020). EFFECT OF SERVICE QUALITY AND 

PRODUCT QUALITY ON CUSTOMER SATISFACTION AND 

LOYALTY. Business and Accounting Research (IJEBAR) Peer Reviewed-

International Journal, 4. https://jurnal.stie-aas.ac.id/index.php/IJEBAR 

Minh, N. V., & Huu, N. H. (2016). The relationship between service quality, 

customer satisfaction and customer loyalty: An investigation in Vietnamese 

retail banking sector. Journal of Competitiveness, 8(2), 103–116. 

https://doi.org/10.7441/joc.2016.02.08 

Mustofa, A., Rimawan, E., & Mulyanto, A. D. (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). 

https://doi.org/10.13140/RG.2.2.29557.93925 

Nagle, T. T., & John, H. (2006). The Strategic and Tactics of Pricing: A Guide to 

Growing More Profitably. Pearson Prentice Hal. 

Noerchoidah. (2017). PENGARUH KUALITAS PELAYANAN TERHADAP 

KEPUASAN PELANGGAN (STUDI ORENZTAXI) DI SURABAYA 

Noerchoidah 1. BISMA (Bisnis Dan Manajemen), 9(2), 80–90. 

Nurullaili, & Wijayanto, A. (2013). ANALISIS FAKTOR-FAKTOR YANG 

MEMENGARUHI LOYALITAS KONSUMEN TUPPERWARE (Studi Pada 

Konsumen Tupperware di Universitas Diponegoro). Jurnal Administrasi 

Bisnis, 2(1), 90–96. https://doi.org/https://doi.org/10.14710/jab.v2i1.5357 

Parasuraman, A. P., Zeithaml, V. A., & Berry, L. L. (1998). SERVQUAL: A 

multiple-Item Scale for measuring consumer perceptions of service quality 

Cloud-based Business Process Management View project Customer 

Experience View project. Journal of Retailling, 64(1), 12–40. 

https://www.researchgate.net/publication/225083802 



105 

 

 

 

Priansa, D. J. (2017). Perilaku Konsumen dalam Bisnis Kontemporer. Alfabeta. 

Ratanavaraha, V., Jomnonkwao, S., Khampirat, B., Watthanaklang, D., & 

Iamtrakul, P. (2016). The complex relationship between school policy, service 

quality, satisfaction, and loyalty for educational tour bus services: A multilevel 

modeling approach. Trans Policy, 45, 116–126. 

https://doi.org/10.1016/j.tranpol.2015.09.012 

Razak, I., Nirwanto, N., & Triatmanto, B. (2016). The Impact of Product Quality 

and Price on Customer Satisfaction with the Mediator of Customer Value. 

Journal of Marketing and Consumer Research , 30, 59–68. www.iiste.org 

Rua, S., de Sousa Saldanha, E., & Amaral, A. M. (2020). Examining the 

Relationships between Product Quality, Customer Satisfaction and Loyalty in 

the Bamboo Institute, Dili, Timor-Leste. Journal of Business and 

Management, 2, 33–44. https://tljbm.org/jurnal/index.php/tljbm 

Sandy, R. (2017). PENGARUH KUALITAS LAYANAN DAN PERSEPSI HARGA 

TERHADAP KEPUASAN PELANGGAN TAKSI BLUE BIRD [Skripsi, 

INSTITUT BISNIS dan INFORMATIKA KWIK KIAN GIE]. 

http://eprints.kwikkiangie.ac.id/id/eprint/1332 

Santouridis, I., & Trivellas, P. (2010). Investigating the impact of service quality 

and customer satisfaction on customer loyalty in mobile telephony in Greece. 

The TQM Journal, 22(4), 330–343. 

https://doi.org/https://doi.org/10.1108/17542731011035550 

Schiffman, & Kanuk, L. (2000). Customer Behaviour (Internasional). Pretince Hall. 

Schiffman, L. G., & Kanuk, L. (2004). Consumer Behaviour (5th ed.). Pretice-Hall 

Inc. 

Sekaran, U. (2011). Research Methods For Business (Metode Penelitian Untuk 

Bisnis). Salemba Empat. 

Sekaran, U., & Bougie, R. (2016). Research Methods for Business: A Skill-Building 

Approach (7th ed.). Wiley & Sons. 

Sekaran, U., & Bougie, R. (2017). Metode penelitian untuk bisnis (6th ed.). 

Salemba Empat. 

Sulistyanto, & Soliha, E. (2016). Pengaruh Persepsi Harga, CItra Perusahaan, Dan 

CItra Merek Terhadap Kepuasan Dan Loyalitas Pelanggan Pada Apotesk 

“Dela” Di Semarang. Seminar Nasional and Call For Paper Kinerja 

Perbankan, Bisnis Dan Ekonomi Indonesia Menghadapi ASEAN Economic 

Community 2015, 1–16. 

Susanti, N. (2017). The Influence of Product Quality and Service Quality on 

Customer Satisfaction at Mitra 10 in Depok. Jurnal Office, 3(2). 

http://ojs.unm.ac.id/jo 



106 

 

 

 

Tjahjono, A., Semuel, H., & Brahmana, R. K. M. R. (2013). ANALISA 

MARKETING MIX, LINGKUNGAN SOSIAL, PSIKOLOGI TERHADAP 

KEPUTUSAN PEMBELIAN ONLINE PAKAIAN WANITA. 1(2), 1–9. 

Tjiptono, F. (2004). Manajemen Jasa (1st ed.). Andi Offset. 

Tjiptono, F., & Chandra, G. (2011). Service, Quality & Satisfaction (3rd ed.). 

ANDI. 

Vargo, S., & Lusch, R. (2004). Evolving to a New Dominant Logic for Marketing. 

Journal of Marketing, 68(1), 1–17. 

https://doi.org/https://doi.org/10.1509/jmkg.68.1.1.24036 

Wahyu Wijayanti, I., Manajemen, J., & Ekonomi, F. (2015). Management Analysis 

Journal PENGARUH KUALITAS PELAYANAN, PERSEPSI HARGA DAN 

NILAI PELANGGAN TERHADAP LOYALITAS KONSUMEN MELALUI 

KEPUASAN PELANGGAN SEBAGAI VARIABEL INTERVENING. 

Management Analysis Journal, 4(1), 50–57. 

http://journal.unnes.ac.id/sju/index.php/maj 

Wantara, P., & Tambrin, M. (2019). ITHJ International Tourism and Hospitality 

Journal The Effect of Price and Product Quality Towards Customer 

Satisfaction and Customer Loyalty on Madura Batik. International Tourism 

and Hospitality Journal, 2(1), 1–9. 

https://rpajournals.com/ithj:https://rpajournals.com/ithj 

Widiaswara, T. (2017). ANALISIS PENGARUH KUALITAS PRODUK DAN 

CITRA MEREK TERHADAP LOYALITAS PELANGGAN MELALUI 

KEPUASAN PELANGGAN SEBAGAI VARIABEL INTERVENING (Studi 

pada Pelanggan Air Minum Dalam Kemasan Club di Semarang). 

DIPONEGORO JOURNAL OF MANAGEMENT, 6, 1–15. http://ejournal-

s1.undip.ac.id/index.php/dbr 

Zeithaml, B., & Gremler. (2009). Services Marketing. Integrating Customer Focus 

Across the Firm (International). Mcgraw-Hill. 

Zhong, Y., & Moon, H. C. (2020). What Drives Customer Satisfaction, Loyalty, 

and Happiness in Fast-Food Restaurants in China? Perceived Price, Service 

Quality, Food Quality, Physical Environment Quality, and the Moderating 

Role of Gender. National Library of Medicine, 9, 2–19. 

https://doi.org/doi:10.3390/foods9040460 

 


