
DAFTAR PUSTAKA  

Alfansi, L., Sargeant, A. (2000). Market segmentation in the Indonesian banking 

sector: The relationship between demographic and desired customer 

benefits. International Journal of Bank Marketing, Vol. 18, No. 2, 64-74. 

Anderson, R. E., & Swaminathan, S. (2011). Customer satisfaction and loyalty in 

e‑markets: A PLS path modeling approach. Journal of Marketing Theory 

and Practice, Vol. 19, No. 2, 221-234. 

Anggraini Yulis. 2010. Pengukuran Indeks kepuasan pelanggan dengan 

pendekatan partial least squares (study kasus : pelanggan kartu 

IM3).Skripsi Universitas Negri Yogyakarta 

Arif, M. N. R., & Nurasiah, T. (2015). Customer relationship management dan 

pengaruhnya terhadap loyalitas nasabah bank: Studi pada Bank Muamalat 

Indonesia. Jurnal Bisnis dan Manajemen, Vol. 5, No. 1, 51-64. 

Astuti, S. P., Wilasari, W., &  Utami, D. E. (2009). Meningkatkan kualitas 

pelayanan di Bank Syariah (penelitian dengan fuzzy SERVQUAl dan 

dimensi CARTER) 

Bahia, K., Nantel, J. (2000). A reliable and valid measurement scale for the 

perceived service quality of banks. International Journal of Bank 

marketing, Vol. 18, No.2, 84-91. 

Bawa, P., Gupta, B., & Sharma, B. (2013). Retail service quality’s impact on 

value delivery & customer satisfaction in a retail store environment. 

Journal of Marketing & Communication, Vol. 9, No. 1, 37-43.  

Bei, L., & Chiao, Y. (2001). An integrated model for the effects of perceived 

product, perceived service quality, and perceived price fairness on 

consumer satisfaction and loyalty. Journal of Consumer Satisfaction, 

Dissatisfaction, and Complaining Behavior, Vol. 14, 125-140. 

Bunker, M. P., Rajendran, K. N., & Corbin, S. B. (2013). The antecedents of 

satisfaction for facebook "likers" and their effect on word of-mouth. The 

Marketing Management Journal, Vol. 23, No. 2, 21-34. 

Caruana, A. (2002). Service loyalty: The effects of service quality and the 

mediating role of customer satisfaction. European Journal of Marketing, 

Vol. 36, No. 8, 811–828. 

Casidy, R. (2014). Linking brand orientation with service quality, satisfaction, and 

positive word-of-mouth: evidence from the higher education sector. 

Journal of Nonprofit & Public Sector Marketing, 26, 142–161. 



Christodoulides, G., & Michaelidou, N. (2011). Shopping motives as antecedents 

of e-satisfaction and e-loyalty. Journal of Marketing Management, Vol. 

27, No. 1–2, 181-197. 

Chwla, S., & Sehgal, R. (2012). An empirical analysis of the awareness and 

satisfaction level of internet banking users with respect to demographic 

profile. The IUP Journal of Marketing Management, Vol. 11, No. 1, 62-

83. 

Colgate, M., Steward, K., & Kinsella, R. (1996). Customer defection: A study of 

student market in Ireland. International Journal of Bank Marketing, Vol. 

14, No. 3, 23-9. 

Cooper, D. R., & Schindler, P. S. (2014). Business research methods, (twelfth 

edition). New York,  McGraw-Hill Education. 

Dkudiene, V., Eertokas, D., McCorkle, D., & Reardon, J. (2015). The effect of e-

shops’ service quality on Lithuanian consumers’ purchase intentions. 

International Journal of Business, Marketing, and Decision Sciences, Vol. 

8, No. 1, 43-59. 

Fornell, C., & Wernerfelt, B. (1987). Defensive marketing strategy by customer 

complaint management: A theoretical analysis. Journal of Marketing 

Research, Vol. 24, No. 4, 337-346. 

Fraening, M., & Minor, M. S. (2013). Beyond loyalty: customer satisfaction, 

loyalty, and fortitude. Journal of Services Marketing, Vol. 27, No. 4, 334–

344. 

Grewal, D., Monroe, K. B., & Krishnan, R. (1998). The effects of price-

comparison advertising on buyers' perceptions of acquisition value, 

transaction value, and behavioral intention. Journal of Marketing, Vol. 62, 

No. 2, 46-59.  

Hair, J. F., Black, W. C., Babin, B. J. & Anderson, R. E. (2014). Multivariate data 

analysis, (seventh edition). Upper Saddle River, New Jersey, Pearson 

Prentice Hall. 

Han, H., Kim, W., & Hyun, S. S. (2011). Switching intention model development: 

Role of service performances, customer satisfaction, and switching 

barriers in the hotel industry. International Journal of Hospitality 

Management, No. 30, 619–629. 

Haumann, T., Quaiser, B., Wieseke, J., & Rese, M. (2014). Footprints in the sands 

of time: A comparative analysis of the effectiveness of customer 

satisfaction and customer–company identification over time. Journal of 

Marketing, Vol. 78, 78-102. 



Hoyt, B. R., McCullough, T., Callihan, E., & Bibber, A. V. (2015). The impact of 

cause related marketing on customer loyalty: a case study on cause fit and 

switching barriers for retail banks. International Journal of Business, 

Marketing, and Decision Sciences, Vol. 8,No. 1, 1-21. 

Jamal, A., Anastasiadou, K. (2009). Investigating the effects of service quality 

dimensions and expertise on loyalty. European Journal of Marketing, Vol. 

43, No. 4, 398-420. 

Jin, C. H., & Yeo, H. C. (2011). Satisfaction, corporate credibility, CEO 

reputation and leadership effects on public relationships. Journal of 

Targeting, Measurement and Analysis for Marketing, Vol. 19, No. 2, 127–

140. 

Kaura, V., & Datta, S. K. (2012). Impact of service quality on satisfaction in the 

indian banking sector. The IUP Journal of Marketing Management, Vol. 9, 

No. 3, 38-47. 

Keaveney, S. M. (1995). Customer switching behavior in service industries: an 

exploratory study. Journal of Marketing, Vol. 59, No. 2, 71-82. 

Lariviere, B., Keiningham, T. L., Aksoy, L., Yalcn, A., Morgeson III, F. V., & 

Mithas, S. (2016). Modeling heterogeneity in the satisfaction, loyalty 

intention, and shareholder value linkage: a cross-industry analysis at the 

customer and firm levels. Journal of Marketing Research, Vol. 53, 91-109. 

Lassar, W. M., Manolis, C., & Winsor, R. D. (2000). Service quality perspectives 

and satisfaction in private banking. Journal of Services Marketing, Vol. 

14, No. 3, 244-271. 

Ledden, L., Kalafatis, S. P., & Mathioudakis, A. (2011). The idiosyncratic 

behaviour of service quality, value, satisfaction, and intention to 

recommend in higher education: an empirical examination. Journal of 

Marketing Management, Vol. 27, Nos. 11–12, 1232–1260. 

Lee, J., & Lee, H. (2013). Does satisfaction affect brand loyalty?. Academy of 

Marketing Studies Journal, Vol. 17, No. 2, 133-147. 

Martins, R. C., Hor-Meyll, L. F., & Ferreira , J. B. (2013). Factors affecting 

mobile users’ switching intentions: a comparative study between the 

Brazilian and German markets. Brazilian Administration Review, Vol. 10, 

No. 3, 239-262. 

Maysami, R. C., Goby, V. P., & Mensah, E. C. (2014). Enhanced customer 

satisfaction in the wake of banking liberalization: the Singaporean case. 

International Journal of Business, Marketing, and Decision Sciences Vol. 

7, No. 1, 1-18. 



Mohsan, F., Nawaz, M. M.,  Khan, M. S., Shaukat, Z., & Aslam, N. (2011). 

Impact of customer satisfaction on customer loyalty and intentions to 

switch: Evidence from banking sector of Pakistan. International Journal of 

Business and Social Science Vol. 2,  No. 16,  263-270. 

Ndubisi, N. O., Malhotra, N. K., Ulas, D., & Ndubisi, G. C. (2012). Examining 

uncertainty avoidance, relationship quality, and customer loyalty in two 

cultures. Journal of International Consumer Marketing, 24, 320–337. 

Oh, H. (2000). The effect of brand class, brand awareness, and price on customer 

value and behavioral intentions. Journal of Hospitality & Tourism 

Research, Vol. 24, No. 2, 136-162. 

Oliver, R. L. (1999). Whence consumer loyalty?. Journal of Marketing, Vol. 63, 

33-44. 

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of 

satisfaction decisions. Journal of Marketing Research, Vol. 17, 460-469. 

Osarenkhoe, A., & Komunda, M. B. (2013). Redress for customer dissatisfaction 

and its impact on customer satisfaction and customer loyalty. Journal of 

Marketing Development and Competitiveness,  Vol. 7, No. 2, 102-114. 

Othman, A. Q., & Owen, L. (2002). Adopting and measuring customer service 

quality (SQ) in Islamic Banking: A case study in Kuwait finance house. 

International Journal of Islamic Financial Service, Vol. 3, No. 1, 1-26. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of 

service quality and its implications for future research. Journal of 

Marketing, Vol. 49, No. 4, 41-50. 

Ringle, C. M., Sarstedt, M., Zimmermann, L. (2011). Customer satisfaction with 

commercial airlines: the role of perceived safety and purpose of travel. 

Journal of Marketing Theory and Practice, Vol. 19, No. 4, 459-472. 

Saeed, A., Hussain, N., & Riaz, A. (2011). Factors affecting consumers’ switching 

intentions. European Journal of Social Sciences, Vol. 19, No. 1, 54-61. 

Saeidizadeh, M., Sarvestani, A. K., Tabrizi, M. S., & Hakiminya, B. (2013). An 

investigation of the factors affecting customer satisfaction with electronic 

banking in Isfahan. New Marketing Research Journal, 139-150. 

Sahin, S. K., & Ergun, E. (2015). The relationship between selected service 

quality factors in Turkish municipalities and customer satisfaction. 

International Journal of Business, Marketing, and Decision Sciences, Vol. 

8, No. 1, 119-135. 



Sharma, M., & Chaubey, D. S. (2014). An empirical study of customer experience 

and its relationship with customer satisfaction towards the services of 

banking sector. Journal of Marketing & Communication. Vol. 9, No. 3, 

18-27. 

Sunayna. (2013). Service quality versus customer satisfaction in banking sector: A 

literature review. The IUP Journal of Marketing Management, Vol. 12, 

No. 4, 65-78. 

Unyathanakorn, K., & Rompho, N. (2014). Factors affecting customer satisfaction 

in online banking service. Journal of Marketing Development and 

Competitiveness, Vol. 8, No. 2, 50-60. 

Vankateswarlu, P., Ranga, V., & Sreedhar, A. (2015). Antecedents of customer 

loyalty in hospitals. The IUP Journal of Marketing Management, Vol. 14, 

No. 4,7-19. 

Varki, S., & Colgate, M. (2001). The role of price perceptions in an integrated 

model of behavioral intentions. Journal of Service Research, Vol. 3, No. 3, 

232-240. 

White, C., & Yu, Y. (2005). Satisfaction emotions and consumer behavioral 

intentions. Journal of Services Marketing, Vol. 19, No. 6, 411–420. 

Wisniewski, M. (2001). Using SERVQUAL to assess customer satisfaction with 

public sector services. Managing Service Quality: An International 

Journal, Vol. 11, No. 6, 380–388. 

Yang, Z., & Peterson, R. T. (2004). Customer perceived value, satisfaction and 

loyalty: The role of switching costs. Psychology & Marketing, No. 

10,799–822. 

Zeithaml, V. A., Berry, L. L., Parasuraman, A. (1996). The behavioral 

consequences of service quality. Journal of Marketing, Vol. 60, No. 2, 31-

46. 

Zhang, D. (2009). Customer switching behaviour in the Chinese retail banking 

industry. Lincoln University, Canterbury, New Zealand. 

Zhang, K. Z. K., Cheung, C. M. K., & Lee, M. K. O.  (2012). Online service 

switching behavior: The case of blog service providers. Journal of 

Electronic Commerce Research, Vol. 13, No. 3, 184-197. 

 


