
 

 

 

 

DAFTAR PUSTAKA 

 

Ambler, T. (2000). Marketing Metrics. 11(2), Business Strategy Review, 59–66. 

Ambro, M., & Praprotnik, M. (2008). Organisational Effectiveness and Customer 

Satisfaction. 41(5), Organizacija. 161–173. https://doi.org/10.2478/v10051-

008-0018-2 

Anderson, E. W., Fornell, C., & Lehmann, D. R. (2012). Customer Satisfaction , 

Market and Profitability : Findings From. 58(3), Journal of Marketing. 53–

66. 

Anderson, J. C., Narus, J. (2014). Model of Distributor Firm and Manufacturer 

Firm Working Partnerships. 54(1), Journal of Marketing. 42–58. 

Arifin, E., & Fachrodji, A. (2015). Pengaruh Persepsi, Kualitas Produk, Citra 

Merek, dan Promosi terhadap Minat Beli Konsumen Ban Acilles di Jakarta 

Selatan. V(1), Jurnal Mix. 124–143. 

Azhari, M. I., Fanani, D., Mawardi, M. K., Administrasi, F. I., & Brawijaya, U. 

(2015). PENGARUH CUSTOMER EXPERIENCE TERHADAP KEPUASAN 

PELANGGAN DAN LOYALITAS PELANGGAN ( Survei pada Pelanggan 

KFC Kawi Malang ). 28(1), Jurnal Administrasi Bisnis. 143–148. 

Baron, R. M., & Kenny, D. A. (1986). The Moderator-Mediator Variable 

Distinction in Social Psychological Research : Conceptual , Strategic , and 

Statistical Considerations. 51(6), Journal of Personality and Social 

Psychology. 1173–1182. 

Bianchi, C., Andrews, L. (2014). Risk , trust , and consumer online purchasing 

behaviour : a Chilean perspective. 58(3), Journal of Marketing. 53–66. 

Bowen, E. (1993). Human Resource Management is Crusial. 4(14), New research 

reveals the ties between human resources practices and customers’ ratings of 

service quality.437–446 

Brakus, J. J. (2014). Brand Experience : What Is It ? How Is It Measured ? Does It 

Affect Loyalty ? (May 2009). Journal of Marketing 

https://doi.org/10.1509/jmkg.73.3.52 

Candan, F. B. (2012). The effect of brand satisfaction , trust and brand 

commitment on loyalty and repurchase intentions. 58, 1395–1404. 

https://doi.org/10.1016/j.sbspro.2012.09.1124 

Chen, W., Feng, P., Ding, H., Lin, H., & Chou, K. (2015). 

RECONCEPTUALIZING COMPETITIVE DYNAMICS : A 

MULTIDIMENSIONAL FRAMEWORK. 4(14), 437–446. Strategic 

Management Journal https://doi.org/10.1016/j.dib.2015.09.008 

Chinomona, R., & Sandada, M. (2013). Customer Satisfaction , Trust and Loyalty 

as Predictors of Customer Intention to Re-Purchase South African Retailing 

Industry. 4(14), Mediterranean Journal of Social Sciences. 437–446. 



 

 

 

 

https://doi.org/10.5901/mjss.2013.v4n14p437 

Determinants of Long-Term in Buyer-Seller Orientation Relationships. (2014). 

58(2), 1–19. 

Dholakia, U. M., & Herrmann, A. (2005). The Social Influence of Brand 

Community : Evidence from. 69(July), Journal of Marketing. 19–34. 

Edvardsson, B. (1996). Making service-quality improvement work. 6(1), 

Managing Service Quality. 49–52. 

Faraditta, A. (2015). Analisis Pengaruh Country Of Origin Perception, Perceived 

Quality, dan Consumer Perception terhadap Purchase Intention dengan 

Brand Image sebagai Variabel Intervening (Studi pada Oli Fastron di Kota 

Semarang). 

Fournier, S., & Yao, J. L. (1997). Research in Marketing Reviving brand loyalty : 

A reconceptualization within the framework of consumer-brand 

relationships. 14, International Journal of Research in Marketing. 451–472. 

Hafeez, S., & Muhammad, B. (2012). The Impact of Service Quality , Customer 

Satisfaction and Loyalty Programs on Customer ’ s Loyalty : Evidence from 

Banking Sector of Pakistan . 3(16), International Journal of Business and 

Social Science. 200–209. 

Ii, B. A. B., Harga, A. P., & Harga, P. (n.d.). Phillip Kotler dan Kevin Lane 

Keller, Manajemen Pemasaran , Edisi 13 Jilid 2, Erlangga, Jakarta, 2009, 

hlm. 67. 17–84. 

Kiyani, T., & Khan, I. (2012). THE RELATIONSHIP BETWEEN BRAND TRUST 

, CUSTOMER SATISFACTION AND CUSTOMER LOYALTY . ( EVIDENCE 

FROM AUTOMOBILE SECTOR OF PAKISTAN ). Vol. 4 (1), JOURNAL OF 

CONTEMPORARY RESEARCH IN BUSINESS, 489-502. 

Kotler, Philip and Amstrong, Gary. 2012. Principle of Marketing. 14th Edition. 

Pearson Education. United states of America: Global Edition. 

Kusuma, D., & Syafruddin, M. (2014). ANALISIS PENGARUH CORPORATE 

SOCIAL RESPONSIBILITY MANAJEMEN LABA SEBAGAI VARIABEL 

PEMODERASI Pengaruh CSR terhadap Kinerja Keuangan Perusahaan. 

3(2008), Diponegoro Journal of Accounting. 1–13. 

Landa, R. (2016). Designing Brand Experiences By Robin Landa. 58(3), Journal 

of Marketing. 53–66. 

Llonch, J., & Auto, U. (2002). Measures of Marketing Success : A Comparison 

Between Spain and the UK. 20(4), 414–422. 

Matzler, K., Bidmon, S., & Matzler, K. (2008). experience Individual 

determinants of brand affect : the role of the personality traits of 

extraversion and openness to experience. Vol. 15 (7), 427–434, Journal of 

Product & Brand Management. https://doi.org/10.1108/10610420610712801 

Meyer, C. and Schwager, A. 2007. Understanding Customer Experience. Harvard 



 

 

 

 

Business Review. pp. 1-11. 

Morrison, S., & Crane, F. G. (2007). Building the service brand by creating and 

managing an emotional brand experience. 14(5), 410–421. Journal of Brand 

Management, https://doi.org/10.1057/palgrave.bm.2550080 

Nur, Z., Khasanah, M., & Tp, S. (n.d.). ANALISIS SEGMENTASI PENENTUAN 

TARGET DAN POSISI DI BMT HIDAYAH UMAT THE ANALYSIS OF 

SEGMENTATION , TARGET DETERMINATION AND MARKET POSITION 

ON FINANCING PRODUCTS WITH RAHN ’ S AGREEMENT AT BMT 

HIDAYAH UMAT. 1–12. 

Oliver, R. L. (1   ). Whence Consumer Loyalty ?. vol. 63. Journal of Marketing 

33–44. 

Ollver, R. L., & Westbrook, R. (1991). The Dimensionality of Consumption 

Emotion Patterns and Consumer Satisfaction. 18(June), Vol 18 Journal of 

Consumer Research. 84–91. 

Putu, N., Suandana, W., & Rahyuda, K. (2014). TERHADAP NIAT MEMBELI 

KEMBALI MELALUI KEPUASAN DAN. Vol. 10(1) 85–97. Jurnal 

Manajemen, Strategi Bisnis dan Kewirausahaan. 

Rogers, C. R. (1992). The Necessary and Sufficient Conditions of Therapeutic 

Personality Change. 60(6), Journal of Consulting and Clinical Psychology, 

827–832. 

Schmitt, B. H., & Zarantonello, L. (2009). Brand Experience : What Is It ? How Is 

It Measured ? Does It Affect Loyalty ? 73(May), Journal of Marketing 

Management, 52–68. 

Smith, R. E., Smoll, F. L., & Hunt, E. (1977). Research Quarterly . American 

Alliance for Health , Physical Education and Recreation A System for the 

Behavioral Assessment of Athletic Coaches. Vol. 48 (42), The Research 

Quarterly, 37–41. 

Sugiyono. 2007. MetodePenelitian Kuantitatif Kualitatif dan R&D. Bandung: 

Alfabeta. 

Sugiyono. 2013. Metode Penelitian Pendidikan Pendekatan Kuantitatif, Kualitatif, 

dan R&D. Bandung: Alfabeta. 

Zehir, C., & Kitapçı, H. (2011). 7 th International Strategic Management 

Conference The Effects of Brand Experiences , Trust and Satisfaction on 

Building Brand Loyalty ; An Empirical Research On Global Brands. 24, 

Journal of Marketing, 1288–1301.  

Zhang, M., Chengshang, S., Sebuah, R., Wang, G. A., & Sebuah, D. (2018). 

Elektronik Penelitian dan Aplikasi Commerce Dampak integrasi saluran 

pada tanggapan konsumen dalam omnichannel ritel : Efek mediasi 

pemberdayaan konsumen. 28, 181–193. 

https://doi.org/10.1016/j.elerap.2018.02.002 


