REFERENCES

Afthanorhan, W. M. A. B. W. ., Ahmad, S. ., & Mamat, [. . (2014). Pooled
Confirmatory Factor Analysis (PCFA) Using Structural Equation Modeling
on Volunteerism Program: A Step by Step Approach. International Journal
of Asian  Social Science, 4(5), 642-653. Retrieved from
https://archive.aessweb.com/index.php/5007/article/view/2663

Afuah, A. (2004). Business models: A strategic management approach. McGraw-
Hill/lIrwin.

Aldaihani, F. M. F., & Ali, N. A. B. (2019). Impact of relationship marketing on
customers loyalty of Islamic banks in the State of Kuwait. International
Journal of Scientific & Technology Research, 8(11), 788-802.

Alkilani, K., Ling, K., & Abzakh, A. (2012). The Impact of Experiential Marketing
and Customer Satisfaction on Customer Commitment in the World of Social
Networks. Asian Social Science, 9(1). https://doi.org/10.5539/ass.vInl1p262

Alkitbi, S. S., Alshurideh, M., Al Kurdi, B., & Salloum, S. A. (2020). Factors affect
customer retention: A systematic review. In International Conference on
Advanced Intelligent Systems and Informatics (pp. 656-667). Cham:
Springer International Publishing.

Almohaimmeed, B. (2019). Pillars of customer retention: An empirical study on the
influence of customer satisfaction, customer loyalty, customer profitability
on customer retention. Serbian Journal of Management, 14(2), 421-435.
https://doi.org/10.5937/sjm14-15517

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

Ang, L., & Buttle, F. (2006). Customer retention management processes. European
Journal of Marketing, 40(1/2), 83-99.
https://doi.org/10.1108/03090560610637329

Anwar, I., & Satrio, B. (2015). Pengaruh Harga Dan Kualitas Produk Terhadap
Keputusan Pembelian. Jurnal Ilmu Dan Riset Manajemen (JIRM), 4(12), 1
15.

Ballantyne, D., Frow, P., Varey, R. J., & Payne, A. (2011). Value propositions as

communication practice: taking a wider view. [Industrial Marketing
Management, 40(2), 202-210.

106


https://archive.aessweb.com/index.php/5007/article/view/2663
https://doi.org/10.5539/ass.v9n1p262
https://doi.org/10.5937/sjm14-15517
https://doi.org/10.1108/03090560610637329

107

Barnes, L., & LeallGreenwood, G. (2010). Fast fashion in the retail store
environment. International ~ Journal of Retail &  Distribution
Management, 38(10), 760-772.Bennet, R., & Rundle-Thiele, S. (2004).
Customer satisfaction should not be the only goal. Journal of Service
Marketing, 18(7), 514-523.

Boateng, S. L., & Narteh, B. (2016). Online relationship marketing and affective
customer commitment — The mediating role of trust. Journal of Financial
Services Marketing, 21(2), 127-140. https://doi.org/10.1057/fsm.2016.5

Brock, J. K. U., & Zhou, J. Y. (2012). Customer intimacy. Journal of Business &
Industrial Marketing, 27(5), 370-383.
https://doi.org/10.1108/08858621211236043

Buchari, A. H., & Saladin, D. (2007). Manajemen Pemasaran: Edisi Pertama.
Linda Karya.

Byrne, B. M. (2010). Structural equation modeling with AMOS: Basic concepts,
applications, and programming. New York: Routledge.

Cengiz, E. (2010). Measuring customer satisfaction: must or not. Journal of naval
science and engineering, 6(2), 76-88.

Cetin, D., Kuscu, A., Oziam, D. S., & Erdem, Y. C. (2016). Brand Image,
Satisfaction, and Brand Loyalty-How effective are they in the Automotive
Industry  Market  share. European  Journal of  Business and
Management, 8(7), 31-38.

Coelho, P. S., & Henseler, J. (2012). Creating customer loyalty through service
customization. European Journal of Marketing, 46(3/4), 331-356.

Cohan, P. (2011). 2010’s Person and Story of the Year, Plus a Bubble — Bursting
Prediction for 2011.

Curran, P. J., West, S. G., & Finch, J. F. (1996). The robustness of test statistics to
nonnormality and specification error in confirmatory factor analysis.
Psychological Methods, 1(1), 16-29.

de Paula, E., & Chaves, S. (2017). Identity, Positioning, Brand Image and Brand
Equity = Comparison. Independent  Journal of Management &
Production, 8(4), 1246-1263. https://doi.org/10.14807/ijmp.v8i4.637

Dimitriades, Z. S. (2006). Customer satisfaction, loyalty and commitment in service
organizations: Some evidence from Greece. Management Research
News, 29(12), 782-800. https://doi.org/10.1108/01409170610717817



https://doi.org/10.1108/08858621211236043
https://doi.org/10.14807/ijmp.v8i4.637
https://doi.org/10.1108/01409170610717817

108

Djumarno, S. A., & Said, D. (2018). “Effect of Product Quality and Price on
Customer Loyalty through Customer Satisfaction.” International Journal of
Business and Management Invention.

Effect of brand image and Price Perception on purchase decision. (n.d.). Retrieved
June 24, 2022, from
https://www.researchgate.net/publication/328703984 Effect Of Brand I
mage And_Price Perception On_Purchase Decision

Eisingerich, A. B., & Bell, S. J. (2008). Perceived service quality and customer
trust: does enhancing customers' service knowledge matter? Journal of
service research, 10(3), 256-268.
https://doi.org/10.1177/1094670507310769

Ercis, A., Unal, S., Candan, F. B., & Yildirnm, H. (2012). The Effect of Brand
Satisfaction, Trust and Brand Commitment on Loyalty and Repurchase
Intentions. Procedia - Social and Behavioral Sciences, 58, 1395-1404.
https://doi.org/10.1016/].sbspro.2012.09.1124

Evanschitzky, H., Iyer, G., Plassmann, H., Niessing, J., & Meffert, H. (2006). The
relative strength of affective commitment in securing loyalty in service
relationships. Journal of Business Research, 59(12), 1207-1213.
https://doi.org/10.1016/].jbusres.2006.08.005

Farchan, F. (2018). Strategi Msdm Sebuah Cara Menciptakan Kinerja Organisasi
Dalam Mencapai Keunggulan Bersaing. Risalah, Jurnal Pendidikan Dan
Studi Islam, 4(1, March), 42- 52.

Ferdinand, A. (2006). Metodologi Penelitian Manajemen Pedoman Penelitian
untuk Penulisan Skripsi, Tesis, dan Disertasi I[Imu Manajemen. Semarang:
Badan Penerbit Universitas Diponegoro.

Ferdinand, A. (2014). Metode Penelitian Manajemen: Pedoman Penelitian untuk
skripsi, Tesis dan Disertasi Ilmu Manajemen. Semarang: Universitas
Diponegoro.

Fitriadi, B. (2013). Strategi Bersaing: Suatu Kajian Perumusan Strategi Pemasaran
Guna Meraih Keunggulan Kompetitif (Studi Pada Pt. Ongkowidjojo,
Malang) (Doctoral Dissertation, Brawijaya University).

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with
unobservable variables and measurement error. Journal of marketing
research, 18(1), 39-50.

Gara-Gara Video Parodi, netizen Kompak Keluhkan Pelayanan Buruk zara.
UrbanAsia.com.  (n.d.). Retrieved July 28, 2022, from


https://www.researchgate.net/publication/328703984_Effect_Of_Brand_Image_And_Price_Perception_On_Purchase_Decision
https://www.researchgate.net/publication/328703984_Effect_Of_Brand_Image_And_Price_Perception_On_Purchase_Decision
https://doi.org/10.1177/1094670507310769
https://doi.org/10.1016/j.sbspro.2012.09.1124
https://doi.org/10.1016/j.jbusres.2006.08.005

109

https://www.urbanasia.com/garagara-video-parodi-netizen-kompak-
keluhkan-pelayanan-buruk-zara-U13167

Garbarino, E., & Johnson, M. S. (1999). The Different Roles of Satisfaction, Trust,
and Commitment in Customer Relationships. Journal of Marketing, 63(2),
70-87. https://doi.org/10.1177/002224299906300205

George, D., & Mallery, M. (2010). SPSS for Windows Step by Step: A Simple Guide
and Reference, 17.0 update (10th ed.). Boston: Pearson.

Ghotbabadi, A. R., Feiz, S., & Baharun, R. (2015). Service quality measurements:
A Review. International Journal of Academic Research in Business and
Social Sciences, 5(2). https://doi.org/10.6007/ijarbss/v5-12/1484

Ghozali, 1. (2014). Model Persamaan Struktural Konsep Dan Aplikasi dengan
Program Amos 24.0 (6th ed.). Semarang: Badan Penerbit Universitas
Diponegoro.

Gonu, E., & Boohene, R. (2016). Antecedents of Customer Retention of Ghana
Commercial Bank within Agona Swedru Municipality. European Journal of
Business and Management, 8(8), 1-11.

Guenzi, P., Johnson, M. D., & Castaldo, S. (2009). A comprehensive model of
Customer Trust in two retail stores. Journal of Service Management, 20(3),
290-316. https://doi.org/10.1108/09564230910964408

Gundlach, G. T., Achrol, R. S., & Mentzer, J. T. (1995). The Structure of
Commitment in Exchange. Journal of Marketing, 59(1), 78-92.
https://doi.org/10.2307/1252016

Hair et.al. 2014. A Primer On Partial Least Squares Structural Equation Modeling
(PIs Sem). USA: SAGE.

Hair, J., Black, W. C., Babin, B. J., & Anderson, R. E. (2010). Multivariate data
analysis (7th ed.). Upper Saddle River, New Jersey: Pearson Educational
International.

Halim, P., Swasto, B., Hamid, D., & Firdaus, M. R. (2014). The influence of
product quality, brand image, and quality of service to customer trust and
implication on customer loyalty (survey on customer brand sharp
electronics product at the South Kalimantan Province). European Journal
of Business and Management, 6(29), 159-166.

Hanzaee, K. H., & Yazd, R. M. (2010). The Impact of Brand Class, Brand
Awareness and Price on Two Important Consumer Behavior Factors;
Customer Value and Behavioral Intentions. African Journal of Business
Management, 4(17), 3775-3784.


https://www.urbanasia.com/garagara-video-parodi-netizen-kompak-keluhkan-pelayanan-buruk-zara-U13167
https://www.urbanasia.com/garagara-video-parodi-netizen-kompak-keluhkan-pelayanan-buruk-zara-U13167
https://doi.org/10.6007/ijarbss/v5-i2/1484
https://doi.org/10.1108/09564230910964408
https://doi.org/10.2307/1252016

110

Hazra, S. G., & Srivastava, K. B. (2009). Impact of Service Quality on Customer
Loyalty, Commitment and Trust in the Indian Banking Sector. IUP Journal
of Marketing Management, 8.

Hellier, P. K., Geursen, G. M., Carr, R. A., and Rickard, J. A. (2003). Customer
repurchase intention: A general structural equation model. European
Journal of Marketing, 37(11/12), 1762-1800.

Hennig-Thurau, T., & Klee, A. (1997). The impact of customer satisfaction and
relationship quality on customer retention: A critical reassessment and
model development. Psychology And Marketing, 14(8), 737-764.
https://doi.org/10.1002/(SICI1)1520-6793(199712)14:8<737::AID-
MAR2>3.0.CO:2-F

Herliza, R., & Saputri, M. E. (2016). Pengaruh Brand Image Terhadap Kepuasan
Pelanggan (studi Pada Zara Di Mall Pvj Bandung). EProceedings of
Management, 3(2).

Hess, J., & Story, J. (2005). Trust- based commitment: multidimensional
consumer- brand relationships. Journal of Consumer Marketing, 22(6),
313-322. https://doi.org/10.1108/07363760510623902

Hooper, D., Coughlan, J., & Mullen, M. R. (2008). Structural Equation Modelling:
Guidelines for Determining Model Fit. Electronic Journal of Business
Research Methods, 6(1), 53-60.

Hsieh, M. H., Pan, S. L., & Setiono, R. (2004). Product-, corporate-, and country-
image dimensions and purchase behavior: A multicountry analysis. Journal
of the Academy of Marketing Science, 32(3), 251-270.

Hultén, B. (2007). Customer segmentation: The concepts of trust, commitment and
relationships. Journal Of Targeting, Measurement And Analysis For
Marketing, 15(4), 256-269.

Izogo, E. E. (2017). Customer loyalty in telecom service sector: the role of service
quality and customer commitment. The TQM Journal, 29(1), 19-36.
https://doi.org/10.1108/TQM-10-2014-0089

Johan, I. S., & Indriyani, R. (2020). Measuring repurchase intention on fashion
online shopping (Doctoral dissertation, SHS Web of Conferences).
https://doi.org/10.1051/shsconf/20207601015

Junaidi, J., Wicaksono, R., & Hamka, H. (2022). The consumers’ commitment and
materialism on Islamic banking: the role of religiosity. Journal of Islamic
Marketing, 13(8), 1786-1806. https://doi.org/10.1108/JIMA-12-2020-0378



https://doi.org/10.1002/(SICI)1520-6793(199712)14:8%3C737::AID-MAR2%3E3.0.CO;2-F
https://doi.org/10.1002/(SICI)1520-6793(199712)14:8%3C737::AID-MAR2%3E3.0.CO;2-F
https://doi.org/10.1051/shsconf/20207601015
https://doi.org/10.1108/JIMA-12-2020-0378

111

Jung, T. H., Ineson, E. M., & Green, E. (2013). Online social networking:
Relationship marketing in UK hotels. Journal of Business & Industrial
Marketing, 29(3-4), 393-420.

Kaswadi, D. A., Wulandari, E., & Trisiana, A. (2018). Pentingnya Komunikasi
Sosial Budaya Di Era Globalisasi Dalam Perspektif Nilai Pancasila. Jurnal
Global Citizen: Jurnal llmiah Kajian Pendidikan Kewarganegaraan, 6(2).

Keller, K. L. (1993). Conceptualizing, Measuring, and Managing Customer-Based
Brand Equity. Journal of Marketing, 57(2), 1.
https://doi.org/10.2307/1252054

Kotler, P. (2001). A framework for marketing management. Prentice-Hall.

Kotler, P. (2008). Marketing Management (Eleventh Edition. Prentice-Hall
International, Inc.

Kotler, P., & Keller, K. L. (2016). Marketing Management (15th Edition). Pearson.

L Sondoh Jr, S., Wan Omar, M., Abdul Wahid, N., Ismail, I., & Harun, A. (2007).
The effect of brand image on overall satisfaction and loyalty intention in the

context of color cosmetic. Asian Academy of Management Journal
(AAMJ), 12(1), 1-25.

Lahap, J., Ramli, N. S., Said, N. M., Radzi, S. M., & Zain, R. A. (2016). A study of
brand image towards customer's satisfaction in the Malaysian hotel industry.
Procedia - Social and Behavioral Sciences, 224, 149-157.
https://doi.org/10.1016/].sbspro.2016.05.430

Leninkumar, V. (2017). The relationship between customer satisfaction and
customer trust on customer loyalty. International Journal of Academic
Research  in  Business and  Social  Sciences, 7(4), 450-465.
https://doi.org/10.6007/ijarbss/v7-14/2821

Lin, Z., Chen, Y., & Filieri, R. (2017). Resident-tourist value co-creation: The role
of residents’ perceived tourism impacts and life satisfaction. Tourism
Management, 61, 436-442.

Martisiute, S., Gabriele, V., & Dainora, G. (2010). Product or brand? how
interrelationship between customer satisfaction and customer loyalty work.
European Journal of Interdisciplinary Studies, 2(1), 5-15.

Morgan, R. M., & Hunt, S. D. (1994). The Commitment-Trust Theory of
Relationship  Marketing. Journal of Marketing, 58(3), 20.
https://doi.org/10.2307/1252308

Muhammad, S. R., Md, M. H., & Bashir, H. (2012). Brand image and its impact on
consumer's perception: structural equation modeling approach on young


https://doi.org/10.2307/1252054
https://doi.org/10.1016/j.sbspro.2016.05.430
https://doi.org/10.6007/ijarbss/v7-i4/2821

112

consumer's in Bangladesh. Journal of Applied Sciences, 12(8), 768-774.
https://doi.org/10.3923/jas.2012.768.774

Neupane, R. (2015). The effects of brand image on customer satisfaction and
loyalty intention in retail super market chain UK. International Journal of
Social Sciences and Management, 2(1), 9-26.
https://doi.org/10.3126/ijssm.v2il.11814

Noor, N. A. M. (2013). Trust and commitment: do they influence e-customer
relationship performance?. International Journal of Electronic Commerce
Studies, 3(2), 281-296.

Ogba, 1. E., & Tan, Z. (2009). Exploring the impact of brand image on customer
loyalty and commitment in China. Journal of technology management in
China, 4(2), 132-144.

Patrick, A. S. (2002). Building trustworthy software agents. IEEE Internet
Computing, 6(6), 46-53. https://doi.org/10.1109/MIC.2002.1067736

Pregoner, J. D., Opalla, I. L., Uy, J. D., & Palacio, M. (2020). Customers’
perception on the trustworthiness of electronic commerce: A qualitative
study. https://doi.org/https://doi.org/10.35542/0sf.io/msdpg

Purnasari, H., & Yuliando, H. (2015). How Relationship Quality on Customer
Commitment Influences Positive e-WOM. Agriculture and Agricultural
Science Procedia, 3, 149-153. https://doi.org/10.1016/j.aaspro.2015.01.029

Purwanto, A., & Sudargini, Y. (2021). Partial Least Squares Structural Squation
Modeling (PLS-SEM) Analysis for Social and Management Research: A

Literature Review. Journal of Industrial Engineering & Management
Research, 2(4), 114 - 123. https://doi.org/10.7777/jiemar.v2i4.168

Purwanto, Agus., Sudargini, Yuli. (2020). Partial Least Squares Structural Squation
Modeling (PLS-SEM) Analysis for Social and Management Research : A
Literature Review. Journal of Industrial Engineering & Management
Research, 2(4).

Ranaweera, C., & Neely, A. (2003). Some moderating effects on the service quality-
customer retention link. /nternational Journal of Operations & Production
Management, 23(2), 230-248.
https://doi.org/10.1108/01443570310458474

Ratna, E. (2021). Analisis Strategi Pemasaran Untuk Meningkatkan Keunggulan
Bersaing (Marketing Strategy Analysis to Improve Competitive
Advantage). Jurnal Ekbis, 22(1), 107-115.

Ritter, T., & Andersen, H. (2014). A relationship strategy perspective on
relationship portfolios: Linking customer profitability, commitment, and


https://doi.org/10.3923/jas.2012.768.774
https://doi.org/10.3126/ijssm.v2i1.11814
https://doi.org/10.1109/MIC.2002.1067736
https://doi.org/https:/doi.org/10.35542/osf.io/msdpg
https://doi.org/10.7777/jiemar.v2i4.168
file:///E:/Project/AMOS%2022.02%20Amalia/tel:2020
https://doi.org/10.1108/01443570310458474

113

growth potential to relationship strategy. Industrial Marketing
Management, 43(6), 1005-1011.
https://doi.org/10.1016/j.indmarman.2014.05.013

Salem, S. F. (2021). Do Relationship Marketing Constructs Enhance Consumer
Retention? An Empirical Study Within the Hotel Industry. SAGE Open,
11(2), 215824402110092. https://doi.org/10.1177/21582440211009224

Sari, S. W., Sunaryo, S., & Mugiono, M. (2018). THE EFFECT OF SERVICE
QUALITY ON CUSTOMER RETENTION 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

Sekaran, U. (2006). Metodologi penelitian untuk bisnis edisi 4. Jakarta: Salemba
Empat.

Sekaran, U., & Bougie, R. (2013). Research Methods for Business. United
Kingdom: John Wiley & Sons Ltd.

Sekaran, U., & Bougie, R. (2016). Research methods for business: A skill building
approach. John Wiley & Sons Ltd.f

Sekaran, Uma, dan R. Bougie. 2017. Metode Penelitian untuk Bisnis Pendekatan
Pengembangan Keahlian. Jakarta: Salemba Empat.

Shahroudi, K., & Safoura, N. S. (2014). The impact of brand image on customer
satisfaction and loyalty intention hygiene products. International Journal of
Engineering Innovation and Research, 3(1), 57-61.

Shemwell, D. J., Yavas, U., & Bilgin, Z. (1998). Customer-service provider
relationships: An empirical test of a model of service quality, satisfaction,
and relationship-oriented outcomes. [International Journal of Service
Industry Management, 9(2), 155-168.
https://doi.org/10.1108/09564239810210505

Shukla, P., Banerjee, M., & Singh, J. (2016). Customer commitment to luxury
brands: Antecedents and consequences. Journal of Business Research,
69(1), 323-331. https://doi.org/10.1016/].jbusres.2015.08.004

Simanjuntak, M., Putri, N., Yuliati, L., & Sabri, M. (2020). Enhancing customer
retention using customer relationship management approach in car loan
business. Cogent Business & Management, 7(1), 1738200.
https://doi.org/10.1080/23311975.2020.1738200

Sitorus, T., & Yustisia, M. (2018). The influence of service quality and customer
trust toward customer loyalty: The role of customer satisfaction.
International Journal for Quality Research, 12(3), 639.


https://doi.org/10.1016/j.indmarman.2014.05.013
https://doi.org/10.1177/21582440211009224
https://doi.org/10.21776/ub.jam.2018.016.04.05
https://doi.org/10.1108/09564239810210505
https://doi.org/10.1016/j.jbusres.2015.08.004
https://doi.org/10.1080/23311975.2020.1738200

114

Sugiato, B., Riyadi, S., & Budiarti, E. (2023). The effects of customer relationship
management, service quality and relationship marketing on customer
retention: The mediation role of bank customer retention in
Indonesia. Accounting, 9(2), 85-94.

Sugih, I. L., & Soekarno, S. (2015). Lesson Learned from Indonesian Biggest
Fashion Retailer Company to Encourage the Development of Small Fashion
Business. Procedia - Social and Behavioral Sciences, 169, 240-248.
https://doi.org/10.1016/j.sbspro.2015.01.307

Suh, B., & Han, I. (2003). The impact of customer trust and perception of security
control on the acceptance of electronic commerce. International Journal of
electronic commerce, 7(3), 135-161.
https://doi.org/10.1080/10864415.2003.11044270

Swan, J. E., & Nolan, J. J. (1985). Gaining customer trust: A conceptual guide for
the salesperson. Journal of Personal Selling & Sales Management, 5(2), 39-
48.

Terpstra, M., & Verbeeten, F. H. M. (2014). Customer satisfaction: Cost driver or
value driver? Empirical evidence from the financial services industry.
European Management Journal, 32(3), 499-508.

Tu, Y.-T., & Yu-Yi Chang. (2014). Customer Commitment as a Mediating Variable
between Corporate Brand Image and Customer Loyalty. Journal of
Education and Vocational Research, 5(1), 17-27.
https://doi.org/10.22610/jevr.v5il1.148

Upadhyay, M. P. (2022). Impact of Relationship Marketing on Brand Loyalty with
Reference to Nepalese. Journal of Balkumari College, 11(1), 11-19.

Upamannyu, N. K., & Sankpal, S. (2014). Effect of brand image on customer
satisfaction and loyalty intention and the role of customer satisfaction
between brand image and loyalty intention. Journal of Social Science
Research, 3(2), 274-285.

Wah Yap, B., Ramayah, T., & Nushazelin, W. S. W. (2012). Satisfaction and trust
on customer loyalty: A PLS approach. Business Strategy Series, 13(4), 154-
167.

Wang, Y. H., & Tsai, C. F. (2014). The relationship between brand image and
purchase intention: Evidence from award-winning mutual funds. The
International Journal of Business and Finance Research, 8(2), 27-40.

Weinberg, P. (1998). "Behavioral Aspects of Customer Commitment." In European
Advances in Consumer Research, Volume 3, eds. Basil G. Englis and Anna
Olofsson, Provo, UT: Association for Consumer Research, 268-272.


https://doi.org/10.1080/10864415.2003.11044270
https://doi.org/10.22610/jevr.v5i1.148

115

Wheeler, A. (2013). Designing Brand Identity: An Essential Guide for the Whole
Branding Team (4th ed.). New Jersey: John Wiley and Sons, Inc.

White, L., & Yanamandram, V. (2007). A model of customer retention of
dissatisfied business services customers. Managing Service Quality: An
International Journal, 17(3), 298-316.
https://doi.org/10.1108/09604520710744317

Wijayajaya, H. R., & Astuti, S. T. (2018). The Effect of trust and brand image to
repurchase intention in online shopping. KnE Social Sciences, 915-928.
https://doi.org/10.18502/kss.v3i10.3182

William, O., Appiah, E. E., & Botchway, E. A. (2016). Assessment of customer
expectation and perception of service quality delivery in Ghana commercial
bank. Journal of Humanity, 4(1), 81-91. Retrieved June 24, 2022, from
https://www.neliti.com/publications/92283/assessment-of-customer-
expectation-and-perception-of-service-quality-delivery-in

Wu, P.C., Yeh, G. Y. Y., & Hsiao, C. R. (2011). The effect of store image and service
quality on brand image and purchase intention for private label
brands. Australasian Marketing Journal, 19(1), 30-39.

Zehir, C., Sahin, A., Kitap¢1, H., & Ozsahin, M. (2011). The effects of brand
communication and service quality in building brand loyalty through brand
trust: The empirical research on global brands. Procedia - Social and
Behavioral Sciences, 24, 1218-1231.
https://doi.org/10.1016/j.sbspro.2011.09.142

Zhang, Y. (2015). The impact of brand image on consumer behavior: A literature
review. Open Journal of Business and Management, 3, 58—62.


https://doi.org/10.1108/09604520710744317
https://doi.org/10.18502/kss.v3i10.3182
https://www.neliti.com/publications/92283/assessment-of-customer-expectation-and-perception-of-service-quality-delivery-in
https://www.neliti.com/publications/92283/assessment-of-customer-expectation-and-perception-of-service-quality-delivery-in
https://doi.org/10.1016/j.sbspro.2011.09.142

