DAFTAR PUSTAKA

Abbasi, Tarig and Hans Weigand. (2017). The Impact of Digital Financial
Services on Firm’s Performance:a Literature Review. Department of
Management Tilburg School of Economics and Management Tilburg
University. The Netherlands. arXiv:1705.10294v1.

Berger, Roland. (2014). Think Act. Industry 4.0. Beyond Mainstream. European
Commission's.

Chahine, Gabriel; Steven Treppo; Rolf Fricker et al. (2016). Your Company’s
Customer Strategy and a Path to Delivering Distinctive Value and
Experience. New York. PWC.

Creswell, John W. (2014). Research Design Pendekatan Kualitatif, Kuantitatif, Dan
Mixed. Yogyakarta . Pustaka Pelajar.

Djajanegara, Pandji P. (2018). Mengusung Revolusi Industri 4.0. Mengakselerasi
Two Speed Banking. N0.135. Tahun XXXV. Oktober - Desember 2018.
Perhimpunan Bank Nasional (Perbanas).

Freixas X., dan Rochet, J. C. (2008). Microeconomics of Banking. Second
Edition MIT Press.

Gamidullaeva, Vasin S., L.; E. Shkarupeta; I. Palatkin; T. Vasina. 2018. Emerging
Trends and Opportunities for Industry 4.0 Development in Russia. European
Research Studies Journal. Volume XXI, Issue 3, 2018. pp. 63-76.

Harmeling, Colleen M; Jordan W. Moffett; Mark J. Arnold; and Brad D. Carlson.
(2017). Toward a Theory of Customer Engagement Marketing. J. of the
Acad. Mark. Sci. (2017). 45:312-335. DOI 10.1007/s11747-016-0509-2.

Hendriyani, Chandra dan Arianis Chan. (2018). Understanding the New Millennial
Customer Path in the Era of Omni-Channel Marketing in Indonesia. Review
of Integrative Business and Economics Research, Vol. 7, Supplementary
Issue 1. ISSN: 2304-1013.

Indrayanti. (2015). Pengaruh Aktivitas Promosi Bank Mandiri Dalam Menarik dan
Mempertahankan Nasabah di Makassar. Jurnal Komunikasi dan
Pengembangan. Vol. 16 No. 1 Juni 2015 : 65 — 75.

Kennington, Carolyn; Jeanne Hill, and Anna Rakowska. (2016). Consumer

Selection Criteria For Banks in Poland. International Journal of Bank
Marketing. Vol. 14 Iss 4 pp. 12 — 21.

157



158

Kormis, Chris M. (2016). The Path To 2020: Marketers Seize The Customer
Experience. The Economist Intelligence Unit Limited.

Kormis, Chris M; Kristin Lemkau; Jonathan Martin et al. (2016). The Path to 2020:
Marketers Seize The Customer Experience. A report from The Economist
Intelligence Unit . The Economist Intelligence Unit Limited.

Komulainen, Hanna , and Hannu Makkonen. (2018). Customer Experience In
Omni-Channel Banking Services. Journal of Financial Services Marketing.
DOI: 10.1057/s41264-018-0057-6.
https://www.researchgate.net/publication/328540832.

Kotler, Philip; Hermawan Kartajaya, dan Iwan Setiawan. (2019). Marketing 4.0.
Bergerak dari Tradisional ke Digital. Jakarta. PT. Gramedia Pustaka Utama.

Kotler, Philip; Hermawan Kartajaya; dan Ilwan Setiawan. (2017). Marketing 4.0
Moving From Traditional to Digital. Wiley & Sons, Inc., Hoboken, New
Jersey. Canada.

Krejcie. Robert V. and Daryle W. Morgan. (1970). Determining Sample Size For
Research Activities. Educational and Psychological Measurement.
University of Minnesota, Duluth

Lenskold, James D. (2013). Marketing ROI. The Path to Campaign, Customer and
Corporat Profitability. American Marketing Association.

Mahboub. R.M. (2018). The Impact of Social Media Usage on Performance of the
Banking Sector in Middle East and North Africa Countries. International
Journal of Economics and Business Administration. Volume VI, Issue 3,
2018. pp. 3-20.

Mbama, Cajetan 1., and Patrick O. Ezepue. (2018). Digital banking, customer
experience and Bank financial performance: UK customers’ perceptions.
International Journal of Bank Marketing, Vol. 36 Issue: 2, pp.230-255.
https://doi.org/10.1108/1JBM-11-2016-0181.

Mc. Kinsey. (2017). Customer Experience: New Capabilities, New Audiences,
New Opportunities. Mc. Kinsey Companies.

Merton, R. C. (1993). Operation and Regulation in Financial Intermediation: A
Functional Perspective. In Operation and Regulation of Financial Markets,
ed P. England. Stockholm: Economic Council.
https://doi.org/10.2307/3665532.

Mosquera, Ana; Cristina O.P; and Emma J.A. (2017). Understanding The Customer
Experience In The Age Of Omni-Channel Shopping. Julio. diciembre 2017
Volumen 15 No 2. DOI: ri14.v15i2.1070 | ISSN: 1697-829.


https://www.researchgate.net/publication/328540832
https://doi.org/10.1108/IJBM-11-2016-0181
https://doi.org/10.2307/3665532

159

Obeng, Asare Yaw and Emmanuel Boachie. (2018). The Impact of IT-
Technological Innovation On  The Productivity Of A Bank’s
Employee. Cogent Business & Management. ISSN: (Print) 2331-
1975 (Online) Journal homepage:
https://www.tandfonline.com/loi/oabm?20

Payne, Elizabeth Manser; James W. Peltier; and Victor A. Barger. (2018). Omni-
Channel Marketing, Integrated Marketing Communications, and Consumer
Engagement : A Research Agenda. Journal of Research in Interactive
Marketing. DOI: 10.1108/JRIM-08-2016-0091.
https://www.researchgate.net/publication/316570822.

Peraturan Bank Indonesia. Nomor : 3/10/PBI/2001. Tentang Penerapan Prinsip
Mengenal Nasabah (Know Your Customer Principles).

Shah, Denish; Roland T. Rust; A. Parasuraman; Richard Staelin and George S. Day.
2014. The Path to Customer Centricity. Journal of Service Research 2006;
9; 113. DOI: 10.1177/1094670506294666.

Simone, Aiolfi, and Edoardo Sabbadin. (2018). The New Paradigm of the
Omnichannel Retailing: Key Drivers, New Challenges and Potential
Outcomes Resulting from the Adoption of an Omnichannel
Approach.International Journal of Business and Management; Vol. 13, No.
1; 2018. ISSN 1833-3850 E-ISSN 1833-81109.

Sony, Michael dan Subhash Naik. (2019). Key ingredients for evaluating Industry
4.0 readiness or organizations: a literature review. Benchmarking: An
International Journal. literature review", Benchmarking: An International
Journal. https://doi.org/10.1108/B1J-09-2018-0284 . DOI 10.1108/B1J-09-
2018-0284.

Sugiyono. (2018). Metode Penelitian Evaluasi (Pendekatan Kuantitatif, Kualitatif,
dan Kombinasi). Bandung. Alfabeta.

Sulaiman, Fajar. (2018). Hadapi Revolusi Industri 4.0, Perbankan Terganjal Dua
Tantangan Besar. Rabu, 14 November 2018 16:37 WIB
https://www.wartaekonomi.co.id/read203531/hadapi-revolusi-industri-40-
perbankan-terganjal-dua-tantangan-besar.html.

Tena, Miguel Angel Moliner; Diego Monferrer Tirado; and Marta Estrada Guillen.
(2019). Customer Engagement, Non-Transactional Behaviors and
Experience In Services: A Study In The Bank Sector. International Journal
of Bank Marketing. DOI 10.1108/1JBM-04-2018-0107.
https://doi.org/10.1108/1JBM-04-2018-0107.



https://www.tandfonline.com/loi/oabm20
https://www.researchgate.net/publication/316570822
https://doi.org/10.1108/BIJ-09-2018-0284%20.%20DOI%2010.1108/BIJ-09-2018-0284
https://doi.org/10.1108/BIJ-09-2018-0284%20.%20DOI%2010.1108/BIJ-09-2018-0284
https://www.wartaekonomi.co.id/read203531/hadapi-revolusi-industri-40-perbankan-terganjal-dua-tantangan-besar.html
https://www.wartaekonomi.co.id/read203531/hadapi-revolusi-industri-40-perbankan-terganjal-dua-tantangan-besar.html
https://doi.org/10.1108/IJBM-04-2018-0107

160

Vasiliev, Sergey A. and Eugene R. Serov. (2019). Omnichannel Banking Economy.
International Banking Institute, Nevsky Prospect, 60, 191023 St Petersburg,
Russia; ibispb@ibispb.ru Correspondence: serov@ibispb.ru.
www.mdpi.com/journal/risks.

Venkateswari, K.Vijaya. (2018). Technology Innovation In Banks - Need For
Omni-Channel Services. International Journal of Research —Ranthaalayah.
Vol.6 (Iss.1): January, 2018. ISSN- 2350-0530(0O), ISSN- 2394-3629. DOI:
10.5281/zen0do.1162842.

Wirdiyanti, Rosnita. (2018). Digital Banking Technology Adoption and Bank
Efficiency: The Indonesian Case . Otoritas Jasa Keuangan (OJK). JEL
Classifications: G21, L22, O33.

Yanuardi, Andreas W; Yudha Indah P; Wulan Tri Wahyudi; and Bilpen Nainggolan. 2016.
Analisis Omnichannel Customer Experience Maturity di PT. Telekomunikasi
Indonesia Maturity Analysis Of Omnichannel Customer Experience A Case Study
In Pt. Telekomunikasi Indonesia. Jurnal Manajemen Indonesia. Vol.16 -
No.2APRIL


http://www.mdpi.com/journal/risks

