88

DAFTAR PUSTAKA

Anderson, J. C., & Narus, J. A. (2001). Partnering as a Focused Market
Strategy. California Management Review, 33, 95-113.

Appelbaum, A. (2001, June 17). The constant customer. Gallup Group.
https://news.gallup.com/businessjournal/745/constant-customer.aspx

Anggita, M., & Trenggana, A. F. M. (2020). The Influence Of Customer
Engagement And E-Service Quality On Repurchase Intention With
Customer Statisfaction Asmediator Variabel On Tiket.Com. Probank :
Jurnal ~ Ekonomi  Dan  Perbankan,  5(1).  http://e-journal.stie-
aub.ac.id/index.php/probank

Ardianto, Y., Thalib, S., & Riskarini, D. (2021). Analisis Repurchase Intention
Melalui Customer Satisfaction Dilihat Dari Experiental Marketing Dan
Servicescape. Jurnal Riset Bisnis, 4(2).

Azzahro, F., Ghibran, J. V., & Handayani, P. W. (2020). Customer Satisfaction
and Willingness to Pay OnDemand Entertainment Streaming Service: The
Role of Service Quality and Perceived Values. International Conference on
Information Technology Systems and Innovation, ICITSI - Proceedings,
179-184. https://doi.org/10.1109/ICITSI50517.2020.9264953

Bowden, J. (2009). Customer engagement: A framework for assessing customer-
brand relationships: The case of the restaurant industry. Journal of
Hospitality and Leisure Marketing, 18(6), 574-596.
https://doi.org/10.1080/19368620903024983

BPS Provinsi D.I Yogyakarta. (2021). Hasil Sensus Penduduk 2020.
https://yogyakarta.bps.go.id/pressrelease/2021/01/21/1077/hasilsensuspend
uduk-2020

Brodie, R. J., Hollebeek, L. D., Juric, B., & Ilic, A. (2011). Customer
engagement: Conceptual domain, fundamental propositions, and
implications for research. In Article in Journal of Service Research (Vol.
29). https://www.researchgate.net/publication/285726483

Burhanudin, B., Windy, R. R., & Bokhari, S. M. H. (2023). How Customer
Engagement Leads to Word-of-Mouth and Continuance Intention? The
Mediating Role of Satisfaction. JMK (Jurnal Manajemen Dan
Kewirausahaan), 8(3), 166. https://doi.org/10.32503/jmk.v8i3.4071


https://doi.org/10.1080/19368620903024983

&9

Chang, H. H., & Chen, S. W. (2008). The impact of online store environment
cues on purchase intention: Trust and perceived risk as a mediator. Online
Information Review, 32(6), 818-841.
https://doi.org/10.1108/14684520810923953

Cook, K. S., & Rice, E. (2006). Social Exchange Theory. In Handbooks of
Sociology and Social Research (pp. 53—76). Springer Science and Business
Media B.V. https://doi.org/10.1007/0-387-36921-X 3

Darmawan, N. D. N., Rachmawati, 1., & Hendayani, R. (2021). The Affect of
Social Media Marketing and Consumer Engagement on Disney plus
Hotstar Consumer Buying Intentions in Indonesia (Study on Youtube and

Instagram). [International Journal of Science and Management Studies
(IJSMS), 247-254. https://doi.org/10.51386/25815946/ijsms-v4i4p123

Dhasan, D., & Kowathanakul, S. (2021). The Impact Of Service Quality,
Promotions And Customer Engagement In Determining Customer Loyalty
In The Thai Mobile Network Industry. In ABAC Journal (Vol. 41, Issue 1).
http://www.yozzo.com/news-and-information/mvno-mobile-operator-
s/mobile-market-

Dovaliene, A., Masiulyte, A., & Piligrimiene, Z. (2015). The Relations between
Customer Engagement, Perceived Value and Satisfaction: The Case of

Mobile Applications. Procedia - Social and Behavioral Sciences, 213, 659—
664. https://doi.org/10.1016/j.sbspro.2015.11.469

Evans, J. S. B. T. (2008). Dual-Processing Accounts of Reasoning, Judgment,
and Social Cognition. Annual Review of Psychology, 59, 255-278.
https://doi.org/10.1146/annurev.psych.59.103006.093629

Ferdinand, Augusty. (2014). Manajemen Pemasaran: Sebuah Pendekatan
Stratejik. Semarang: Badan Penerbit Universitas Diponegoro.

Fuduri¢, M., Malthouse, E. C., & Lee, M. H. (2020). Understanding the drivers
of cable TV cord shaving with big data. Journal of Media Business Studies,
17(2), 172—189. https://doi.org/10.1080/16522354.2019.1701363

Gardner, M. (2020, April 16). Are you still watching? How streaming media
brands keep consumer’s attention. Braze.
https://www.braze.com/resources/articles/how-streaming-media-brands-
keep-consumers-attention

Ghozali, 1., & Latan, H. (2015). Partial Least Squares: Konsep, Teknik dan
Aplikasi Menggunakan Program SmartPLS 3.0 (2nd ed.). Semarang: Badan
Penerbit Universitas Diponegoro.


https://doi.org/10.1146/annurev.psych.59.103006.093629
https://www.braze.com/resources/articles/how-streaming-media-brands-keep-consumers-attention
https://www.braze.com/resources/articles/how-streaming-media-brands-keep-consumers-attention

90

Goyanes, M. (2014). An Empirical Study of Factors that Influence the
Willingness to Pay for Online News. Journalism Practice, 8(6), 742—757.
https://doi.org/10.1080/17512786.2014.882056

Gronroos, C. (1984). A Service Quality Model and its Marketing Implications.
European Journal of Marketing, 18(4), 36-44.
https://doi.org/10.1108/EUM0000000004784

Gupta, G., & Singharia, K. (2021). Consumption of OTT Media Streaming in
COVID-19 Lockdown: Insights from PLS Analysis. Vision, 25(1), 36—46.
https://doi.org/10.1177/0972262921989118

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2019). Multivariate
Data Analysis (8th ed.). Hampshire: Cengage Learning.

Harrigan, P., Evers, U., Miles, M., & Daly, T. (2017). Customer engagement
with tourism social media brands. Tourism Management, 59, 597—609.
https://doi.org/10.1016/j.tourman.2016.09.015

Hawkins, Del 1., Roger J. Best, dan Kenneth A. Coney (1983), Consumer
Behavior: Building Marketing Strategy, Irwin/McGraw-Hill.

Hellier, P. K., Geursen, G. M., Carr, R. A., & Rickard, J. A. (2003). Customer
repurchase intention: A general structural equation model. European
Journal of Marketing, 37(11-12), 1762—-1800.
https://doi.org/10.1108/03090560310495456

Hikmah, A. N., & Riptiono, S. (2020). Pengaruh Customer Engagement Dan E-
Service Quality Terhadap Online Repurchase Intention Dengan Customer
Satisfaction Sebagai Variabel Intervening Pada Marketplace Shopee. Jurnal
Ilmiah Mahasiswa Manajemen, Bisnis Dan Akuntansi , 2(1).

Hollebeek, L. (2011). Exploring customer brand engagement: Definition and
themes. In Journal of Strategic Marketing (Vol. 19, Issue 7, pp. 555-573).
https://doi.org/10.1080/0965254X.2011.599493

Homans, G. C. (1958). Social Behavior as Exchange. In American Journal of
Sociology (Vol. 63, Issue 6).
https://www.jstor.org/stable/2772990?seq=1&cid=pdf-

Indrasari, M. 2019. Pemasaran& Kepuasan Konsumen. Edited by Unitomo
Press.

Kantar & The Trade Desk. (2023). The Savvy Marketer's 2023 Guide for OTT
Advertising in Southeast Asia. https://www.thetradedesk.com/us/the-2023-
guide-for-ott-advertising-in-southeast-asia


https://doi.org/10.1016/j.tourman.2016.09.015
https://www.jstor.org/stable/2772990?seq=1&cid=pdf-

91

Kotler, P., & Keller, K. L. (2016). Marketing Management. 15th Edition.
London: Pearson Education Limited

Kotler, Philip, dan Amstrong, Garry. (2018) Principles Of Marketing, Edisi : 17,
United Kingdom : Pearson Education Limited

Kurniawan, A. W., & Puspitaningtyas, Z. (2016). Metode Penelitian Kuantitatif.
Yogyakarta: Pandiva Buku.

Manikanta, R. (2021). Gen Z Consumers: The Most Important Generation to
Understand. LinkedIn. https://www.linkedin.com/pulse/gen-zconsumers-most-
important-generation-understandmanikanta/?trk=public_profile_article view

Marketing Science Institute 2010, Understanding Customer Experience and
Behaviour: Research Priorities 2010-2012, Cambridge, MA, USA, diakses
7 Desember 2015, www.msi.org/research/2010-2012-research-priorities/

Mou, J., Cui, Y., & Kurcz, K. (2020). Trust, risk and alternative website quality
in B-buyer acceptance of cross-border e-commerce. Journal of Global
Information Management, 28(1), 167-188.
https://doi.org/10.4018/JGIM.2020010109

Nagaraj, S., Singh, S., & Yasa, V. R. (2021). Factors affecting consumers’
willingness to subscribe to over-the-top (OTT) video streaming services in
India. Technology in Society, 65.
https://doi.org/10.1016/j.techsoc.2021.101534

Ningrum, E. D. K., & Arif, Moh. E. (2022). PENGARUH CUSTOMER
ENGAGEMENT TERHADAP REPURCHASE INTENTION DENGAN
CUSTOMER EQUITY SEBAGAI VARIABEL MEDIASIL. Jurnal
Manajemen Pemasaran Dan Perilaku Konsumen, 1.
https://doi.org/10.21776/jmppk

Nourikhah, H., & Akbari, M. K. (2016). Impact of service quality on user
satisfaction: Modeling and estimating distribution of quality of experience

using Bayesian data analysis. Electronic Commerce Research and
Applications, 17, 112—122. https://doi.org/10.1016/j.elerap.2016.04.001

Oliver, R. L. (2010). Satisfaction: A Behavioral Perspective on the Consumer
(2nd ed.).

Pansari, A., & Kumar, V. (2017). Customer engagement: the construct,
antecedents, and consequences. Journal of the Academy of Marketing
Science, 45(3), 294-311. https://doi.org/10.1007/s11747-016-0485-6



92

Parasuraman, A. P., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL A
Multiple-item Scale for Measuring Consumer Perceptions of Service
Quality. https://www.researchgate.net/publication/200827786

Perks, M., & Sedley, R. (2008). Six theses on digital customer engagement in a
troubled economy. Available at http.//richard-sedley.iuplog.
com/default.asp?item=298747

Priansa, D. J. (2016). Komunikasi Pemasaran Terpadu: Pada Era Media Sosial.
Bandung: Pustaka Setia Bandung.

Priporas, C. V., Stylos, N., Vedanthachari, L. N., & Santiwatana, P. (2017).
Service quality, satisfaction, and customer loyalty in Airbnb
accommodation in Thailand. International Journal of Tourism Research,

19(6), 693—704. https://doi.org/10.1002/jtr.2141

Puspita, E. D., & Novie, M. (2024). Online service quality and offline service
quality on repurchase interest through consumer satisfaction at annisa
collection wholesale stores. In Mantik Journal (Vol. 7, Issue 4). Online.

Putri, C. J. P., Rosmalina, & Usman, O. (2023). Endorsers, Brand Image, and
Quality of Service on Buying Decisions Disney+ Hotstar. International
Student Conference on Business, Education, Economics, Accounting, and
Management (ISC-BEAM), 1(1), 144-157. https://doi.org/10.21009/ISC-
BEAM.011.10

Rahman, K. T., & Arif, Md. Z. U. (2021). Impacts of Binge-Watching on Netflix
during the COVID-19 pandemic. South Asian Journal of Marketing, 2(1),
97-112. https://doi.org/10.1108/sajm-05-2021-0070

Rahmania, M. A., & Wahyono. (2022). Interaction of E-Service Quality,
Experiential Marketing, Trust, and Satisfaction on Repurchase Intention
Article Information. In Management Analysis Journal.
http://maj.unnes.ac.id

Rake, R. and Baul, S., 2017. Over-the-top (OTT) market outlook — 2025, Allied
Market Research. (https://www.alliedmarketresearch.com/over-the-top-
services-market)

Saputra, Y. A. (2023). Pengaruh Keterlibatan Pelanggan terhadap Niat Beli
melalui Nilai yang Dirasakan dan Kepuasan Pelanggan.

Seiders, K., Voss, G. B., Grewal, D., & Godfrey, A. L. (2005). Do Satisfied
Customers Buy More? Examining Moderating Influences in a Retailing
Context. Journal of Marketing, 69, 26—43.


http://richard-sedley.iuplog/
http://maj.unnes.ac.id/

93

Sekaran, U. and Bougie, R. (2016) Research Methods for Business: A Skill-
Building Approach. 7th Edition, West Sussex: Wiley & Sons.

So, K. K. F.,, King, C., & Sparks, B. (2014). Customer Engagement With
Tourism Brands: Scale Development and Validation. Journal of Hospitality
and Tourism Research, 38(3), 304-329.
https://doi.org/10.1177/1096348012451456

So, K. K. F., King, C., Sparks, B. A., & Wang, Y. (2016). The Role of Customer
Engagement in Building Consumer Loyalty to Tourism Brands. Journal of
Travel Research, 55(1), 64—78. https://doi.org/10.1177/0047287514541008

Statista. (2023). Number of Disney Plus subscribers worldwide from 1st quarter
2020 to 3rd quarter 2023. https://www.statista.com/statistics/1095372/disney-
plus-number-of-subscribers-us/

Statista. (2023). Number of Netflix paid subscribers worldwide from 1st quarter
2013 to 2nd quarter 2023. https://www.statista.com/statistics/250934/quarterly-
number-of-netflix-streaming-subscribers-worldwide/

Sugiyono (2019). Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Bandung:
Alphabet.

Sujata, J., Sohag, S., Tanu, D., Chintan, D., Shubham, P., & Sumit, G. (2015).
Impact of Over the Top (OTT) Services on Telecom Service Providers.
Indian  Journal  of  Science and  Technology, §8(S4), 145.
https://doi.org/10.17485/ijst/2015/v81s4/62238

Thibaut, J. W., & Kelley, H. H. (1978). The Socialpsychology Of Groups. New
York: John Wiley & Sons.

Tjiptono Fandy. (2008). Service Management, Mewujudkan Layanan Prima.
Yogyakarta: Andi Offset.

Tsurvey. (2022). Disney+ Hotstar jadi Penyedia Layanan Streaming OTT Paling
Diminati di Indonesia. https://portal.tsurvey.id/read/disney-hotstar-jadi-
penyedia-layanan-streaming-ott-paling-diminati-di-indonesia

Wang, C.-Y., Analytics, C., Chou, S.-C. T., & Chen, F.-F. (2013). Acceptance
and  Willingness to Pay for Mobile TV Apps (Vol. 260).
http://aisel.aisnet.org/pacis2013/260

Yoon, J. H., & Kim, H. K. (2023). Why Do Consumers Continue To Use OTT
Services? Electronic Commerce Research and Applications, 60.
https://doi.org/10.1016/j.elerap.2023.101285


https://doi.org/10.1177/0047287514541008
https://doi.org/10.17485/ijst/2015/v8is4/62238



