DAFTAR PUSTAKA

Agarwal, R., & Dhingra, S. (2023). Factors influencing cloud service quality and
their relationship with customer satisfaction and loyalty. Heliyon, 9(4).
https://doi.org/10.1016/j.heliyon.2023.e15177

Agus, A., Barker, S., & Kandampully, J. (2007). An exploratory study of service
quality in the Malaysian public service sector. International Journal of Quality
and Reliability Management, 24(2).
https://doi.org/10.1108/02656710710722284

Chenet, P., Tynan, C., & Money, A. (1999). Service performance gap: Re-
evaluation and redevelopment. Journal of Business Research, 46(2).
https://doi.org/10.1016/S0148-2963(98)00017-4

Creswell, J. W. (2015). Penelitian Kualitatif & Desain Riset. In Mycological
Research (Vol. 94, Issue 4).

Dam, S. M., & Dam, T. C. (2021). Relationships between Service Quality, Brand
Image, Customer Satisfaction, and Customer Loyalty. Journal of Asian
Finance, Economics and Business, 8(3).
https://doi.org/10.13106/jafeb.2021.vol8.n03.0585

Dash, G., Kiefer, K., & Paul, J. (2021). Marketing-to-Millennials: Marketing 4.0,
customer satisfaction and purchase intention. Journal of Business Research,
122. https://doi.org/10.1016/j.jbusres.2020.10.016

Dwi Wahyuni, C. R. (2017). Kualitas Pelayanan Dan Pengaruhnya Terhadap
Loyalitas Pelanggan Yang Di Mediasi Oleh Kepuasan Di Bank Muamalat
Jombang. Eksis: Jurnal Riset Ekonomi Dan Bisnis, 12(1), 69-82.
https://doi.org/10.26533/eksis.v12i1.84

Ghozali, 1. (2018). Aplikasi Analisis Multivariate dengan Program SPSS-Imam
Ghozali-2018. In Badan Penerbit Universitas Diponegoro.

Hair Jr., J. F., Matthews, L. M., Matthews, R. L., & Sarstedt, M. (2017). PLS-SEM
or CB-SEM: updated guidelines on which method to use. International
Journal of Multivariate Data Analysis, 1(2).
https://doi.org/10.1504/ijmda.2017.10008574

Hawkins, D. I., Mothersbaugh, D. L., & Best, R. J. (2010). Consumer behavior:
Building marketing strategy (13th ed.). McGraw-Hill Education.

90



91

Indajang, K., Candra, V., Sianipar, M. Y., Sembiring, L. D., & Simatupang, S.
(2023). The Effect of Service Quality and Price on Customer Satisfaction.
Ekonomi, Keuangan, Investasi Dan Syariah (EKUITAS), 4(3).
https://doi.org/10.47065/ekuitas.v4i3.3090

Kafui Agbozo, G. (2017). The Effect of Work Environment on Job Satisfaction:
Evidence from the Banking Sector in Ghana. Journal of Human Resource
Management, 5(1). https://doi.org/10.11648/j.jhrm.20170501.12

Kotler, P., & Armstrong, G. (2018). Kotler &amp; Armstrong, Principles of
Marketing | Pearson. In Pearson.

Kotler, P., & Keller, K. L. (2021). Marketing Management Marketing Management.
In Pearson Practice Hall.

Nguyen, H. T., Nguyen, H., Nguyen, N. D., & Phan, A. C. (2018). Determinants of
customer satisfaction and loyalty in Vietnamese life-insurance setting.
Sustainability (Switzerland), 10(4). https://doi.org/10.3390/su10041151

Parasuraman, A., & Berry, L. (1991). Parasuraman, A, Berry L, refinement and
reassessment of the servqual scale.pdf. In Journal of Retailing.

Prentice, C., & Nguyen, M. (2020). Engaging and retaining customers with Al and
employee service. Journal of Retailing and Consumer Services, 56.
https://doi.org/10.1016/j.jretconser.2020.102186

Schiffman, L., & Kanuk, L. L. (2007). Perilaku Konsumen Edisi Kedua. PT. Indeks
Gramedia, 1.

Sekaran, U., & Bougie, R. (2009). Research Method for Business Textbook: A Skill
Building Approach. John Wiley & Sons Ltd.

Solikha, S., & Suprapta, I. (2020). Pengaruh Harga dan Kualitas Pelayanan
Terhadap Kepuasan Pelanggan (Studi Kasus pada PT. GO-JEK). Jurnal
Ekobis : Ekonomi  Bisnis &  Manajemen, 10(1), 67-81.
https://doi.org/10.37932/j.e.v10i1.91

Subrahmanyam, A., & Raja Shekhar, B. (2014). Globalization and Management
Education in India: A Framework for Analysis. International Journal of
Managerial Studies and Research, 2(3).

Sugiyono. (2015). Sugiyono, Metode Penelitian dan Pengembangan Pendekatan
Kualitatif, Kuantitatif, dan R&D , (Bandung: Alfabeta, 2015), 407 1. Metode



92

Penelitian Dan Pengembangan Pendekatan Kualitatif, Kuantitatif, Dan R&D,
2015.

Sulistiyowati Wiwik. (2018). Kualitas Pelayanan Teori dan Aplikasi. Buku Ajar
Kualitas Pelayanan.

Supriyanto, A., Wiyono, B. B., & Burhanuddin, B. (2021). Effects of service quality
and customer satisfaction on loyalty of bank customers. Cogent Business and
Management, 8(1). https://doi.org/10.1080/23311975.2021.1937847

Tjiptono, F. (2019). Pemasaran Jasa (Prinsip, Penerapan, Penelitian). Jurnal
Manivestsi, 3(1).

Tjiptono, F., & Tjiptono, F. (2012). Service management: mewujudkan layanan
prima / Fandy Tjiptono. ,Service Management: Mewujudkan Layanan Prima /
Fandy Tjiptono, 2012(2012).

Uma Sekaran, & Roger Bougie. (2016). Research Method for Business Textbook
(A Skill Building Approa). United States: John Wiley & Sons Inc.

Verriana, R. I, & Anshori, M. Y. (2018). Pengaruh Kualitas Layanan (Service
Quality) Terhadap Loyalitas Melalui Kepuasan Pada Mahasiswa Universitas
Nu  Surabaya. Accounting and Management Journal, 1(1).
https://doi.org/10.33086/amj.v1i1.73

LAN RI. (2023). Studi Kebijakan Publik Untuk Analis Kebijakan Publik. Jakarta:
Tanoto Foundation.



