
DAFTAR PUSTAKA 

Barnes, James G. 2003. Secret of Customer Relationship Management (Rahasia 

Manajemen Hubungan Pelanggan). Yogyakarta: Andi 

Cook, Sarah. 2002. Customer Care Exellence : Cara untuk Mencapai Customer 

Focus. Jakarta : Penerbit PPM  

Ghozali, Imam, dan Latan, Hengky. 2012. Partial Least Square : Konsep, Teknik 

dan Aplikasi SmartPLS 2.0 M3. Semarang: Badan Penerbit Universitas 

Diponegoro 

Griffin, Jill. 2005. Customer Loyalty : Menumbuhkan dan Mempertahankan. 

Kesetiaan Pelanggan. Jakarta : Erlangga  

Irawan, Handi. 2002. 10 Prinsip Kepuasan Pelanggan. Jakarta : Elex Media 

Komputindo. 

Jasfar, Farida. 2005. Manajemen Jasa Pendekatan Terpadu. Bogor: Ghalia 

Indonesia 

Kotler, Philip dan Keller, Kevin Lane. 2008. Manajemen Pemasaran, Jilid 1. 

Jakarta : Erlangga. 

Laksana, Fajar. 2008. Manajemen Pemasaran : Pendekatan Praktis. Yogyakarta : 

Graha Ilmu 

Lovelock, Christopher, dan Wright, Lauren K. 2007. Manajemen Pemasaran Jasa. 

Jakarta : Indeks 

Lupiyoadi, Rambat. 2013. Manajemen Pemasaran Jasa : Berbasis Kompetensi. 

Jakarta : Salemba Empat 

Pepers, Don dan Rogers, Martha. 2016. Managing Customer Experience and 

Relationships : A Strategic Framework. New Jersey : John Wiley & Sons, 

Inc  

Pratama, Lupiyoadi, Hamdani. 2008. Manajemen Pemasaran Jasa. Edisi Kedua.  

Jakarta: Salemba Empat. 

Rangkuti, Freddy. 2016. Customer Care Excellence : Meningkatkan Kinerja 

Perusahaan Melalui Pelayanan Prima. Jakarta : PT Gramedia Pustaka 

Utama. 

Rangkuti, Freddy. 2006. Measuring Customer Satisfaction : Gaining Customer 

Relationship Strategy. Jakarta : PT Gramedia Pustaka Utama. 

Ridwan. 2012. Metode dan Teknik Menyusun Proposal Penelitian. Bandung: 

Alfabeta. 



Schiffman, Leon G dan Kanuk, Leslie Lazar. 2008. Perilaku Konsumen. Jakarta 

Barat : Indeks 

Schneider, Benjamin, dan White, Susan S. 2004. Service quality: Research 

perspective. Thou-sand Oaks. CA Sage Publication, Inc.   

Sheth, Jagdish N, Atul Parvatiyar dan G. Shainesh, 2002. Customer Relationship 

Management: Emerging Concepts, Thools, and Application. New Delhi: 

Tata-McGrawHiIl 

Sugiarto, Eko. 2017. Menyusun Proposal Penelitian Kualitatif : Skripsi dan Tesis. 

Yogyakarta : Suaka Media 

Sugiyono. 2016. Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Bandung : 

CV. Alfabeta. 

Tjiptono, Fandy. 2014. Pemasaran Jasa Prinsip, Penerapan, dan Penelitian. 

Yogyakarta : Andi. 

Tjiptono, Fandy . 2000. Prinsip-prinsip Total Quality Service. Yogyakarta : Andi 

Tjiptono, Fandy dan Gregorius Chandra, G. 2011. Service, Quality, & Satisfaction. 

Edisi Ketiga. Yogyakarta: Andi. 

Tjiptono, Fandy dan Chandra, Gregorius. 2012. Pemasaran Strategik. Yogyakarta: 

Andi. 

Jurnal   

Albari, Atika Kartikasari. 2019. The Influence of Product Quality, Service Quality 

and Price on Customer Satisfaction and Loyalty. Asian Journal of 

Entrepreneurship and Family Business  Vol. III No. 01. 

Anggraeni, Yulita, Dwi Retnoningsih, dan Abdul Wahib Muhaimin. 2019. 

Pengaruh Kepuasan terhadap Loyalitas Konsumen Kopi Sumawe Malang. 

Jurnal Sosial Ekonomi Pertanian, 19(1), 19-25.  

Guruwo, Paul T dan Douglas Chiguvi. 2017. Impact of Customer Satisfaction on 

Customer Loyalty in the Banking Sector. International Journal of Scientific 

Engineering and Research (IJSER), Vol 5 Issue 2. 

Hardjono, Budiono dan La Poii San. (2017). Customer Relationship Management 

Implementation and its Implication to Customer Loyalty in Hospitality 

Industry. Jurnal Dinamika Manajemen, Vol 8 Issue 1. 

Haryandika, DM. dan IK. Santra. 2021. The Effect of Customer Relationship 

Management on Customer Satisfaction and Customer Loyalty. Indonesian 

Journal of Business and Entrepreneurship, Vol. 7 No. 2. 



Hassan, Rana Saifullah, Aneeb Nawaz, Maryam Nawaz Lashari  ,dan  Dr. Fareeha 

Zafar. 2015. Effect of Customer Relationship Management on Customer 

Satisfaction. Procedia Economics and Finance. 

Khan, Mubbsher Munawar dan Mariam Fasih. 2014. Impact of Service Quality on 

Customer Satisfaction and Customer Loyalty: Evidence from Banking 

Sector. Pakistan Journal of Commerce and Social Sciences, Vol. 8 No.2. 

Komalasari, Eka dan Nurmasari. 2020. Analisis Pelaksanaan Customer 

Relationship Management Pada Usaha Kecil Dan Menengah Di Kota 

Pekanbaru. Jurnal Valuta, Vol. 6 No 1. 

Lepojevic, Vinko & Suzana Dukic. 2018. Factors Affecting Customer Loyalty In 

The Business Market – An Empirical Study In The Republic Of Serbia. 

Economics And Organization Vol. 15 No. 3. 

Long, Choi Sang dan Wan Khairuzzaman Wan Ismail, dan Siti Zaleha Abd Rasid.  

2013. Impact of CRM Factors on Customer Satisfaction and Loyalty. 

Asian Social Science,  Vol. 9, No. 10. 

Maulana, Wahyu dan Devi Lestari Pramita Putri. 2018. Pengaruh Customer 

Relationship Management (CRM) terhadap Loyalitas pelanggan XL 

Axiata Sampang. Jurnal Manajemen & Kewirausahaan, Vol. 3 No. 2. 

Metarini, Raden Roro Ayu. 2020. Effect of Service Quality and Price on Customer 

Satisfaction at Kartika Candra in Jakarta. Jurnal Ilmiah Ilmu Administrasi 

Publik: Jurnal Pemikiran dan Penelitian Administrasi Publik, Vol. 10 No. 

01. 

Mudiantono, Fajar Fauzan. 2015. Analisis Pengaruh Nilai Pelanggan dan Lokasi 

terhadap Minat Terus sebagai Pelanggan dengan Kepuasan Pelanggan 

sebagai Variabel Intervening pada Kost Sekitar Tembalang dalam Empat 

Wilayah. Diponegoro Journal of Management Vol. 4, No. 01. 

Nafiisah, Firda dan Moh Djemdjem  Djamaludin. 2020. The Influence of 

Satisfaction toward Loyalty of Adolescent Consumers Mujigae Resto in 

Bogor City. Journal of Consumer Sciences, Vol. 05, No. 01. 

Pradana, B., Nurhajati., Asiyah, S. (2015). Pengaruh Kualitas Pelayanan, Brand 

Image, Dan Atmosfer Terhadap Loyalitas Konsumen Dengan Kepuasan 

Konsumen Sebagai Variabel Intervening. e-Jurnal Riset Manajemen. 

Pratiwi, Rheza Septiani, Santirianingrum Soebandi, dan I. G. A. Aju Nitya 

Dharmani. (2020). The Influence of Service Quality, Price Perception, and 

Store Atmosphere on Repurchase Intention. Quantitative Economics and 

Management Studies (QEMS). 

Putro, S. W., Hatane Semuel, dan  Ritzky Karina M.R. Brahmana. 2014. Pengaruh 

Kualitas Layanan dan Kualitas Produk terhadap Kepuasan Pelanggan dan 



Loyalitas Konsumen Restoran Happy Garden Surabaya. Jurnal Manajemen 

Pemasaran Vol 2 No. 1. 

Ridwan, Ridwan, Yuswari Nur, dan Mariah Mariah. 2021. The Influence of 

Customer Relationship Management on Customer Satisfaction. Jurnal 

Economic Resources Vol. 4 Issue. 1. 

Sari, Intan Purnama. 2020. The Effect Of Service Quality, Customer Satisfaction 

And Trust On Customer Loyalty In Pt Teleperformance Indonesia. 

HUMANIS (Humanities,Management and Science Proceedings) Vol.01 

No.1. 

Setyaleksana, Bony Yosua, Suharyono Suharyono, dan Edy Yulianto. 2017. 

Pengaruh Customer Relationship Management (CRM) terhadap Kepuasan 

dan Loyalitas Pelanggan (Survei pada Pelanggan Grapari Telkomsel di 

Kota Malang). Jurnal Administrasi Bisnis Vol. 46 No. 1. 

Yosep, Canalini, , Paulus Kindangen, dan Ferdinand Tumewu. 2016. The Influence 

Of Service Quality On Customer Satisfaction in Gran Puri Hotel Manado. 

Jurnal Berkala Ilmiah Efisiensi , Vo. 16 No. 01.  

https://www.gojek.com/gopay/ diakses 24 September 2021  

https://databoks.katadata.co.id/datapublish/2020/11/11/jumlah-pengguna-internet-

di-indonesia-capai-1967-juta diakses 24 September 2021 

https://kumparan.com/kumparantech/jumlah-pengguna-internet-indonesia-tahun-

2020-capai-196-7-juta-naik-karena-wfh-1uYnJ729dTL diakses 24 

September 2021 

https://katadata.co.id/yuliawati/digital/5e9a4e6b92155/persaingan-bisnis-dompet-

digital-makin-ketat-dan-mengerucut diakses 26 September 2021 

https://www.infojek.com/program-loyalitas-pelanggan-gojek/ diakses 26 

September 2021 

https://dailysocial.id/post/go-jek-go-points diakses 27 September 2021 

https://industri.kontan.co.id/news/alvara-research-center-go-jek-jadi-terfavorit-di-

kalangan-milenial diakses 26 September 2021 

https://moneyduck.com/id/forums/3264-apakah-penanganan-terhadap-keluhan-

user-ditanggapi-dengan-cepat/#consultation-start diakses 15 Januari 2022  

https://inet.detik.com/cyberlife/d-3496233/mayoritas-pengguna-go-jek-

perempuan-single diakses 15 Januari 2022 

 

https://www.gojek.com/gopay/
https://databoks.katadata.co.id/datapublish/2020/11/11/jumlah-pengguna-internet-di-indonesia-capai-1967-juta
https://databoks.katadata.co.id/datapublish/2020/11/11/jumlah-pengguna-internet-di-indonesia-capai-1967-juta
https://kumparan.com/kumparantech/jumlah-pengguna-internet-indonesia-tahun-2020-capai-196-7-juta-naik-karena-wfh-1uYnJ729dTL
https://kumparan.com/kumparantech/jumlah-pengguna-internet-indonesia-tahun-2020-capai-196-7-juta-naik-karena-wfh-1uYnJ729dTL
https://katadata.co.id/yuliawati/digital/5e9a4e6b92155/persaingan-bisnis-dompet-digital-makin-ketat-dan-mengerucut
https://katadata.co.id/yuliawati/digital/5e9a4e6b92155/persaingan-bisnis-dompet-digital-makin-ketat-dan-mengerucut
https://www.infojek.com/program-loyalitas-pelanggan-gojek/
https://dailysocial.id/post/go-jek-go-points
https://industri.kontan.co.id/news/alvara-research-center-go-jek-jadi-terfavorit-di-kalangan-milenial
https://industri.kontan.co.id/news/alvara-research-center-go-jek-jadi-terfavorit-di-kalangan-milenial
https://moneyduck.com/id/forums/3264-apakah-penanganan-terhadap-keluhan-user-ditanggapi-dengan-cepat/#consultation-start
https://moneyduck.com/id/forums/3264-apakah-penanganan-terhadap-keluhan-user-ditanggapi-dengan-cepat/#consultation-start
https://inet.detik.com/cyberlife/d-3496233/mayoritas-pengguna-go-jek-perempuan-single
https://inet.detik.com/cyberlife/d-3496233/mayoritas-pengguna-go-jek-perempuan-single

