
79 
 

 

 

DAFTAR PUSTAKA 

Bernd H. Schmitt and David L. Rogers. 2008. Handbook on Brand and Experience 

Management. UK: Edward Elgar Publishing. 

Bowden, J. L. H. 2009. The Process of Customer Engagement: A Conceptual 

Framework. Journal of Marketing Theory and Practice, 17(1), 63–74. 

Brodie, R. H. 2011. Customer engagement: Conceptual domain, fundamental 

propositions, and implications for research. Journal of Service Research, 252-271. 

Campbell, Donald T., and Julian C. Stanley. 1963. Experimental and quasi 

experimental designs for research. Chicago: Rand McNally.  

Coombs, W.T. 2002. Assessing online issue threats: issue contagions and their effect 

on issue prioritisation, Journal of Public Affairs, 2(4), 215–229. 

Derbaix, Christian and Michel T. Pham. 1991. Affective Reactions to Consumption 

Situations: A Pilot Investion, Journal of Economic Psychology, 12, 2, 325–55. 

Gentile, Chiara.Spiller, Nicola & Noci, Giulano. 2007. How to sustain the Customer 

Experience: An Overview of experience Components that Co-create Value with 

the Customer. European Management Journal. 

Gudono. 2017. Analisis Data Riset Eksperimen. IKAPI, Yogyakarta: BPFE-

Yogyakarta. 

Gravetter, F. J., & Forzano, L. A. 2012. Research Methods for The Behavioral 

Science. 4
th

 Ed. Belmont: Wadsworth. 

Hawkins, D.I., dan Mothersbaugh, D.L. 2010. Consumer Behavior: Building 

Marketing Strategy.11
th

  Ed. McGraw-Hill, Irwin. 



80 
 

 

 

Hill, R. 1998. What Sample Size is „Enough‟ in Internet Survey Research? 

Interpersonal  Computing and Technology: An electronic Journal for the 21st  

Century. 

Hootsuite. 2019. “Indonesian Digital Report 2019”. H.n.p, 

https://hootsuite.com/id/pages/digital-in-2019 /. Diakses tanggal 18 Juni 2019. 

Julia Schamari, Tobias Schaefers. 2015. Leaving the Home Turf: How Brands Can 

Use Webcare on Consumer-generated Platforms to Increase Positive Consumer 

Engagement. Journal of Interactive Marketing.  

Kelleher, T. 2009. Conversational Voice, Communicated Commitment, and Public 

Relations Outcomes in Interactive Online Communication. Journal of 

Communication, 59(1), 172–188. 

Kenneth E. Clow, Donald E. Baack. 2012. Integrated Advertising, Promotion, and 

Marketing Communications. 6
th

 Ed. Pearson. 

Kotler, Philip and Kevin Lane Keller. 2016. Marketing Management, 15th Edition. 

Pearson Education,Inc. 

Kuhn, M. 2005. COBE: A proposed code of blogging ethics. Presented at the 

Blogging, Journalism, and Credibility Conference. Retrieved March. Vol. 12, p. 

2005. 

Lee, Doohwang, Hyuk Soo Kim, and Jung Kyu Kim .2011. The Impact of Online 

Brand Community Type on Consumer's Community Engagement Behaviors: 

Consumer-Created Vs. Marketer-Created Online Brand Community in Online 

Social-Networking Web Sites. Cyberpsychology, Behavior and Social 

Networking, 14, 1–2, 59–63. 



81 
 

 

 

Liyanarachchi, G.A., Chris Newdick. 2009. The Impact of Moral Reasoning and 

Retaliation on Whistle-Blowing: New Zealand Evidence. Journal of Business 

Ethics, 89, 37-57. 

Liyanarachchi. G.A., Milne. M. J. 2005. Comparing the investment decisions of 

accounting practitioners and students: an empirical study on the adequacy of 

student surrogates. Accounting Forum, 29, 121-135. 

Meyer, Christopher & Schwager, Andre. (2007).Understanding Customer Experience. 

Harvard Business Review. 

Neuman, W. Lawrence. 2014. Social research methods: Qualitative and quantitative 

approaches, 7
th

 ed. Boston: Allyn and Bacon. 

Oliver, R.L., Rust, R.T. and Varki, S. 1997. Customer delight: foundations, findings 

and managerial insight, Journal of Retailing, Vol. 73 No. 3, pp. 311-336. 

Pansari, A., & Kumar, V. 2017. Customer Engagement: The Construct, Antecedents, 

and Consequences. Journal of the Academy of Marketing Science, 45(3), 22–30.  

Richins, Marsha L. 1997. Measuring Emotions in the Consumption Experience. 

Journal of Consumer Research, 24, 2, 127–46. 

Sashi, C. M. (2012). Customer Engagement, Buyer-Seller Relationships, and Social 

Media. Journal of Management History Management Decision. 50(2), 253 – 272. 

Sekaran, Uma. 2000. Research Methods for business: A Skill Building Approach. 

Singapore: John Wiley & Sons, Inc. 

Schiffman, L.G. dan Kanuk, L.L. 2010. Consumer Behavior. 10𝑡ℎ  Ed. New Jersey: 

Prentice Hall. 



82 
 

 

 

Schmitt, Bernd H. 1999. Experiential Marketing: How to Get Customers to Sense, 

Feel, Think, ACT, Relate, New York: The Free Press. 

So, K.K.F., C. King., B. Sparks. 2014. Customer Engagement With Tourism Brands: 

Scale Development And   Validation. Journal of Hospitality and Tourism 

Research, 30.  

Strauss & Frost, 2014, E-Marketing, 7
th

 ed. Pearson : New Jersey. 

Sugiyono. 2012. Metode Penelitian Kuantitatif Kualitatif dan R&D. Bandung: CV 

Alfabeta. 

Sumarwan, Ujang. 2011. Perilaku Konsumen: Teori dan Penerapannya dalam 

Pemasaran. 2
nd

 ed. Bogor: PT Ghalia Indonesia. 

Tikkanen, H., Hietanen, J., Henttonen, T. and Rokka, J. (2009), “Exploring virtual 

worlds: success factors in virtual world marketing”, Management Decision, Vol. 

47 No. 8, pp. 1357-81. 

Van Noort, Guda; Willemsen, Lotte. (2012). Online Damage Control: The Effects of 

Proactive Versus Reactive Webcare Interventions in Consumer-generated and 

Brand-generated Platforms. Journal of Interactive Marketing. 26 (3): 131–140. 

Willemsen, L.M., Neijens, P.C., and Bronner, F.A. (2013) “Webcare as customer 

relationship and reputation management? Motives for negative electronic word of 

mouth and their effect on webcare receptiveness”, in Rosengren, S., Dahlen, M., 

and Okazaki, S. (eds) Advances in Advertising Research , Vol. IV. London: 

Springer, 55–73. 

 


