
81 
 

DAFTAR PUSTAKA 

 

Aaker,D.A, 1996, Building Strong Brands, The Three Press, Ney York. 

Bendapudi, Neeli and Leonard L. Berry, 1997, “Customer’s Motivation for 
Maintaining Relationship with Service Providers,” Journal of Retailing, Vol. 
73, pp.15-37. 

Blackwell,R., Miniard,P.W and Engel, James, 1995, Perilaku Konsumen (F.X. 
Budiyanto, Trans), Binarupa Aksara, Jakarta. 

Brown, Carolyn Shaw; Beth Suzler-Azaroff, 1994, “An Assessment Of The 
Relationship Between Customer Satisfaction and Service Friendliness”. 
Journal Of Organization Behavior Management, Vol.14 Iss.2, pp. 55-75. 

Colgate, M., & Lang, B., 2001, Switching Barriers in Consumer Markets: An 
Investigation of the Financial Service Industry. Journal of Consumer 
Marketing. 18(4), 323-347.  

Cooper, Donald R., & Schindler, Pamela S, 2001, Business Research Methods (7th 
ed), Mc Graw – Hill, New York. 

Dharmesta, Basu Swastha, 1999, “Loyalitas Pelanggan: Sebuah Kajian Konseptual 
Sebagai Panduan Bagi Peneliti”, Jurnal Ekonomi dan Bisnis Indonesia, 
Vol.14, No. 3:73-88. 

Dick, Alan S. and Kunal Basu, 1994, “Customer Loyalty: Toward an Integrated 
Conceptual Framework”. Journal of the Academy of Marketing Science, Vol 
22, pp 99-113. 

Ferdinand, Augusty, 2006, Metode Penelitian Manajemen: Pedoman Penelitian 
untuk Skripsi, Tesis dan Disertasi Ilmu Manajemen, Badan Penerbit 
Universitas Diponegoro, Semarang. 

Fornell, C. 1992. “A National Customer Satisfaction Barometer: The Swedish 
Experience.  Journal of Marketing. Vol. 60, pp. 7-17. 

Fournier, Susan, 1998, “The Customer and Their Brands: Developing Relationship 
Theory In Customer Research. Journal Of Customer Research , Vol 24, 
March, pp.343-373. 

Gabrino,Ellen, Mark S. Johnson, 1999, “The Different Roles of Satisfaction, Trust 
and Commitment In Customers Relationship”. Journal Of Marketing, Vol.63, 
April, pp.70-87. 



82 
 

 

 

Ghozali, Imam, 2006, Aplikasi Analisis Multivariate Dengan Program SPSS, Badan 
Penerbit Universitas Diponegoro, Seamarang. 

Gujarati, Damodar, 1999, Ekonometrika Dasar, Erlangga, Jakarta. 

John T. Bowen and Shiang-Lih Chen, 2001, The relationship between customer 
loyalty and  customer satisfaction, International Journal of contemporary 
Hospital Management. MCB Unversity Press. (pp. 213-217). 

Jones, Thomas O. and Sasser W. Earl Jr., 1995, “Why Satisfied Customer Defect”. 
Harvard Business Review. Vol.73 No.6, pp. 88-100. 

Kasmir, 2004, Pemasaran Bank, Prenada Media, Jakarta. 

Kotler, Philip, 2005, Manajemen Pemasaran (Edisi Kesebelas), PT. Indeks 
Kelompok Gramedia, Jakarta. 

Kotler, P. & Keller, K.L. 2006, Marketing management. (12th ed.), Prentice Hall, 
New Jersey. 

Lee, Moonkyu and Lawrence F. Cunningham, 2001, “A Cost/Benefit Approach To 
Understanding Service Quality.” Journal of Service Marketing, Vol. 15 No. 2, 
pp.113-130. 

Lovelock, Christopher, 2004,  Service Marketing and Management, Prentice Hall, 
New Jersey. 

Miller, Kenneth E and Layton, R.A. 2000.  Fundamentals of marketing (4th ed.). 
McGraw-Hill, Sidney. 

Nickels, W.G., Mchugh, J.M. dan Mchugh, S.M, 1996, Understanding Bussiness. 
Chicago: Irwin. 

Palilati, Alida, 2007, “Pengaruh Nilai Pelanggan dan Kepuasan Terhadap Loyalitas 
Nasabah Tabungan Perbankan Di Sulawesi Selatan”, Skripsi Tidak 
Dipublikasi, Universitas Diponegoro, Semarang. 

Pamariadinata, Frieska, 2008, “Analisis Pengaruh Kepuasan Pelanggan dan 
Hubungan Emosional Terhadap Loyalitas Pelanggan (studi kasus pada radio 
Trax fm Semarang)”, Skripsi Tidak Dipublikasi, Universitas Diponegoro,  
Semarang. 

 



83 
 

 

 

Parasuraman, Valarie Zaithaml, Berry and Leonard, 1985, “A Conceptual Model Of 
Service Quality and Implication for Future Research”. Journal of Marketing, 
49 (Fall) p. 41-50. 

Pugh, S. Soughlas, 2001, “Service With a Smile : Emotional Contagion In The 
Service Encounter”. Academy Management Journal, vol.44, no.5, p. 1018-
1027. 

Rangkuti, Fredy, 2002, Measuring Customer Satisfaction: Gaining Customer 
Relationship Strategy. Pustaka Utama, Jakarta. 
 

Tjiptono, Fandy, 2006, Pemasaran Jasa, Bayumedia publishing, Malang. 

Sheth, J.N. & Mittal, Banwari, 2004, Customer behavior : a manajerial perspective. 
Thomson Learning, Amerika. 

Sierra, Jeremy J, Shaun mc.Quity. 2005, “Service Providers and Customers: Social 
Exchange Theory and Service Loyalty”. Journal Of Services Marketing, vol 
19 no 6 pp 392-400. 

Setiandini, Mita, 2010, “Analisis pengaruh Kualitas Produk, Kualitas Pelayanan dan 
Kepuasan Terhadap Loyalitas Pelanggan Nani’s Butik”, Skripsi Tidak 
Dipublikasikan, Universitas Diponegoro Semarang. 

Sugiono, 2004, Metode Penelitian Bisnis, Alfabeta, Jakarta. 

Tsai, Wei-Chi, Yin-Mei Huang, 2002, “Mechanism Linking Employee Affective 
Delivery and Customer Behavioral Intentions”. Journal Of Applied 
Psychology, vol 87, Iss 5,pp.1001. 

Widji, Astuti. 2002, “Pengaruh Pengembangan Nilai Pelanggan Melalui Multiguna 
Produk, Relasional dan Citra Usaha Terhadap Aktivitas Menabung Pada Bank 
Umum (Di Wilayah Kerja Bank Indonesia Malang)”. Disertasi. Pasca Sarjana 
Universitas Airlangga, Surabaya. 

Wulandari, Dwi, 2007, “Relationship Marketing Terhadap Loyalitas Pelanggan”, 
Jurnal Eksekutif, Vol. 4, No. 2, Agustus. 

Zeithaml, Valerie, and Mary J. Bitner, 1996, Services Marketing, The Mc Graw Hill 
Companies.  

 

 


