
UNIVERSITAS BUNG HATTA 

DAFTAR PUSTAKA 

Anggraeni dkk (2016) Pengaruh Kualitas Produk Terhadap Kepuasan Dan 

LoyalitasPelanggan Survei Pada Pelanggan Nasi Rawon Di Rumah 

Makan Sakinah Kota Pasuruan.Jurnal Administrasi Bisnis (JAB). Vol. 

37 

 

Arikunto. 2006. Prosedur Penelitian Suatu Pendekatan Praktek. Jakarta: PT. 

Rineka Cipta. 

 

Bahera (2018)Impact of Service Quality on Customer Loyaltyin Indian Banking 

Sector in Odisha. International Journal for Research in Engineering 

Application & Management (IJREAM). Vol. 4 

 

Bricci dkk (2016) The Effects of Trust, Commitment and Satisfaction on 

Customer Loyalty in the Distribution Sector.Journal of Economics, 

Business and Management. Vol. 4 

 

Bulan, (2016).Pengaruh Kualitas Pelayanan Dan Harga Terhadap Loyalitas 

KonsumenPada Pt. Tiki Jalur Nugraha Ekakurir Agen Kota 

Langsa.Jurnal Manajemen Dan Keuangan, Vol.5, No.2 

 

Chandra dkk (2018) The Effect of Service Quality on Student Satisfaction and 

Student Loyalty:An Empirical Study. Journal of Social Studies 

Education Research. Vol 3 

 

Cooper, Donald R, dan Pamela S. Schindler, 2006. Metode Riset Bisnis. Jakarta: 

PT Media Global Edukasi 

 

Deng, Z.Lu, Y., Wei, K.K., Zhang, J. (2010). Understanding Customer 

Satisfaction and Loyalty : An Empirical Study Of Mobile Instant 

Messages in China. International Journal of Information 

Management,30,289-300. 

 

Djumarno dkk (2017) The Effect of Brand Image, Product Quality, and 

RelationshipMarketing on Customer Satisfaction and 

Loyalty.International Journal of Business Marketing and 

Management (IJBMM).Vol.  2 

 

Djumarno dkk (2017).The Effect of Brand Image, Product Quality, and 

RelationshipMarketing on Customer Satisfaction and 

Loyalty.International Journal of Business Marketing and Management 

(IJBMM) : Vol. 2 

Fandy Tjiptono. 2012. Strategi Pemasaran, ed. 3, Yogyakarta, Andi. 

 

Fandy, Tjiptono, 2000. Manajemen Jasa,  Edisi Kedua. Andy offset, Yogyakarta 



UNIVERSITAS BUNG HATTA 

 

Fandy, Tjiptono, 2005. Pemasran Jasa,  Edisi Pertama, Yogyakarta; Penerbit 

Bayumedia Publishing. 

 

Ghozali, Imam, Hengky Latan. 2015. Konsep, Teknik, Aplikasi Menggunakan 

Smart PLS 3.0 Untuk Penelitian Empiris. BP Undip. Semarang 

 

Griffin, Jill. 2003. Customer Loyalty : Menumbuhkan Dan Mempertahankan 

Pelanggan.Penerbit Erlangga. Jakarta 

 

Hair, Joseph E,  Jr et al. 2014. A primer on Partial Least Squares Structural 

Equation  Modeeling {PLS-SEM}. SAGE Publications,Inc. California. 

USA. 

 

 

Hamgestu dan Iskandar (2017) Pengaruh Citra Merek Dan Harga Terhadap 

LoyalitasPelanggan Air Minum Dalam Kemasan.Jurnal Riset 

Manajemen dan Bisnis (JRMB). Vol 2 

 

Hidayat dan Firdaus (2014) Analisis Pengaruh Kualitas Layanan, 

Harga,Kepercayaan, Citra Perusahaan, Dan KepuasanPelanggan 

Terhadap Loyalitas Pelanggan Studi Pada Pelanggan Telkom Speedy 

Di Palangka Raya. Jurnal Wawasan Manajemen. Vol 2 

 

Hsieh An-Tien dan Li Chung. 2007. The Moderating Effect Of Brand Image on 

Public Relations Perception And Customer Loyalty. Marketing 

Intelligence & Planning Vol. 26 No. 1, 2008 pp. 26-42 

 

Indarto dkk (2018) The Effect Of Brand Image And ProductAttributes On 

Customer Satisfaction AndCustomer Loyalty. Journal Of Applied 

Management. Vol 16  

 

Irawan dan Japrianto (2013).Analisa Pengaruh Kualitas Produk Terhadap 

LoyalitasMelalui Kepuasan Sebagai Variabel Intervening 

PadaPelanggan Restoran Por Kee Surabaya.Jurnal Manajemen 

Pemasaran Vol. 1 

 

Ismail dkk (2016) The Impact of Product Quality and Price on Customer 

Satisfaction with the Mediator of Customer Value.Journal of 

Marketing and Consumer Research. Vol 30 

 

Joudeh dan Dandis (2018) Service Quality, Customer Satisfaction And Loyalty In 

An Internet     Service Providers. International Journal of Business 

and Managemen. Vol. 13 

 



UNIVERSITAS BUNG HATTA 

Jung Hyo Sun dan Yoon Hye Hyun. (2009). Do Employees’ Satisfied Customers 

Respond With An Satisfactory Relationship? The Effects Of 

Employees’ Satisfaction On Customers’ Satisfaction and Loyalty In A 

Family Restaurant. International Journal of Hospitality Management 

Issue 34. 

 

Kartajaya, H (2007). Hermawan kartajaya on Segmentation, Bandung : PT. 

Mizan Pustaka. 

 

Khoironi dkk (2018) Product Quality, Brand Image And Pricing To Improve 

Satisfaction Impact On Customer Loyalty.International Review of 

Management and Marketing.  Vol. 8  

 

Khoironi dkk (2018) Product Quality, Brand Image And Pricing To Improve 

Satisfaction Impact On Customer Loyalty.International Review of 

Management and Marketing . Vol 8 

 

Keller. Kevin Lane. 2016. Marketing Strategic. 9th  Edition. McGraw-Hill, Irwin 

 

Kotler, Philip & Garry Armstrong. 2010. Prinsip-Prinsip Pemasaran, Jilid 1 dan 

2 EdisiKedua Belas. Jakarta : Erlangga 

 

Kotler, Philip & Garry Armstrong. 2010. Prinsip-Prinsip Pemasaran, Jilid 1 dan 

2 EdisiKedua Belas. Jakarta : Erlangga 

 

Kotler, Philip and Kevin Lane Keller, 2016.Marketing Managemen, 15th Edition, 

Pearson Education,Inc. 

 

Kotler, Philip. 2008. Manajemen Pemasaran Edisi 12 Jilid 2.Jakarta: Indeks 

 

Kusuma dkk (2014) Analyzing The Effect Of Product Quality On 

CustomerSatisfaction And Customer Loyalty In Indonesian SmesCase 

Study On The Customer Of Batik Bojonegoro Marely Jaya. Jurnal 

Administrasi Bisnis (JAB). Vol. 14 

 

Lamidi dan Rahadhini (2013).Pengaruh Kualitas Produk Terhadap Loyalitas 

Pelanggan Green Product Sepeda Motor HondaInjection Dengan 

Kepuasan SebagaiVariabel Moderasi Survei Pada Mahasiswa Fakultas 

Ekonomi Unisri Surakarta.Jurnal Ekonomi dan Kewirausahaan Vol. 

13 

 

Lee (2013) Major Moderators Influencing the Relationships of Service Quality, 

Customer Satisfaction and Customer Loyalty.Asian Social Science. 

Vol. 9 

 



UNIVERSITAS BUNG HATTA 

Lovelock Christhoper dan Wirtz Jochen.(2016). Service Marketing People, 

Techology, Strategy.Prentice Hall. 

 

Manoppo (2013) Kualitas Pelayanan, Dan Servicescape Pengaruhnya Terhadap 

KepuasanKonsumen Pada Hotel Gran Puri Manado. Jurnal Emba. 

Vol. 1 

 

Mardikawati dan Farida (2013) Pengaruh Nilai Pelanggan Dan Kualitas Layanan 

TerhadapLoyalitas Pelanggan, Melalui Kepuasan Pelanggan 

PadaPelanggan Bus EfisiensiStudi Po Efisiensi Jurusan Yogyakarta-

Cilacap.Jurnal Administrasi Bisnis, Vol. 2 

 

Minar dan Safitri (2017) Brand Image and Product Quality on Customer Loyalty 

Survey in Cekeran Midun.Trikonomika. Vol. 16 

 

Neupane (2015) The Effects Of Brand Image On Customer Satisfaction And 

Loyalty Intention In Retail Super Market Chain Uk. Int. J. Soc. Sci. 

Manage. Vol 2 

 

Normasari, Selvi, et al (2013). Pengaruh Kualitas Pelayanan Terhadap Kepuasan 

Pelanggan, Citra Perusahaan dan Loyalitas Pelanggan, Jurnal 

AdministrasiBisnis(JAB). Vol 6. No 2. December 2013. 

 

Nuridin (2018) Effect of Service Quality and Quality of Products to Customer 

loyalty with Customer Satisfaction asIntervening Variable in PT. 

Nano Coating Indonesia.International Journal of Business and 

Applied Social Science (IJBASS): Vol 4 

 

Nuridin (2018) Effect of Service Quality and Quality of Products to Customer 

loyalty with Customer Satisfaction asIntervening Variable in PT. 

Nano Coating Indonesia.International Journal of Business and 

Applied Social Science (IJBASS). Vol. 4  

 

Oduniami dan matthew (2015) Impact of Customer Satisfaction on Customer 

Loyalty: A CaseStudy of a Reputable Bank in Oyo, Oyo State, 

Nigeria. International Journal of Managerial Studies and Research 

(IJMSR).Vol 3 

 

Philip Kotler, 2002, Manajemen Pemasaran, Edisi Millenium, Jilid 2, PT 

Prenhallindo, Jakarta 

 

Prayoga Dan Warmika, (2019). Peran Citra Merek Dalam Memediasi Pengaruh 

Word Of Mouth Terhadap Niat Beli.E-Jurnal Manajemen, Vol. 8, No. 

2. 

 



UNIVERSITAS BUNG HATTA 

Putro dkk (2014).Pengaruh Kualitas Layanan Dan Kualitas ProdukTerhadap 

Kepuasan Pelanggan Dan Loyalitas KonsumenRestoran Happy 

Garden Surabaya.Jurnal Manajemen Pemasaran. Vol.2 

 

Rimiyanti dan Widodo (2014) Pengaruh Citra Merek, Kualitas Produk, Kepuasan 

Konsumen Terhadap Loyalitas Konsumen Merek Samsung Galaxy 

Series Studi Pada Mahasiswa Universitas Muhammadiyah 

Yogyakarta.Jurnal Manajemen & Bisnis. Vol 5 

 

Russel, R.S. and Taylor, B.W.III. (1996), Production and Operations 

Manajement:Focusing on Quality and Competitiveness, New Jersey: 

pretice-Hall Inc. 

 

Sembiring dkk (2014)Pengaruh Kualitas Produk Dan Kualitas Pelayanan 

TerhadapKepuasan Pelanggan Dalam Membentuk Loyalitas 

Pelanggan. Studi pada pelanggan McDonald’s MT. Haryono 

Malang.Jurnal Administrasi Bisnis (JAB). Vol. 15 

 

Sharma (2017) Service Quality, Satisfaction and Loyalty on Online Marketing: 

An Empirical Investigation.Global Journal of Management and 

Business Research Volume 17 

 

Sugiyono, 2011. Metode Penelitian Kuantitaif Kualitatif dan R & B, Bandung: 

Alfabeta 

 

Sugiyono. (2014). Metode Penelitian Pendidikan Pendekatan Kuantitatif, 

Kualitatif, dan R&D. Bandung: Alfabeta. 

 

Sugiyono. 2012. Metode Penelitian Kuantitatif Kualitatif dan R&D. Bandung: 

Alfabeta. 

 

Taylor, S. A. and T. L. Baker. 1994. An Assessment of the Relationship Between 

Service Quality and Customer Satisfaction in the Formation of 

ConsumerPurchase Intention. Journal of Retailing 70:163-178. 

 

Tjiptono, Fandy. (2012). Strategi Pemasaran.Yogyakarta : Penerbit Andi. 

 

Tjiptono Fandi. (2014). Service Quality dalam Management 

Strategic.Yogyakarta.BPFE. 

 

Uma Sekaran, 2006, Research Methods For Business, Edisi 4, Buku 1, Jakarta: 

Salemba 

Empat. 

Wahyuni dkk (2018) Pengaruh Kepuasan Pelanggan Terhadap Loyalitas Merek 

PadaKartu Prabayar Simpati Telkomsel.Jurnal Pendidikan Ekonomi. 

Vol. 12 



UNIVERSITAS BUNG HATTA 

 

Wijayanto dan Iriani (2013) Pengaruh Citra Merek Terhadap Loyalitas 

Konsumen.Jurnal Ilmu Manajemen. Vol. 1 

 

Yana dkk (2015) Pengaruh Citra Merek Terhadap Kepuasan PelangganDan 

Loyalitas PelangganSurvei Pada Konsumen Produk Busana Muslim 

Dian Pelangi Di Malaysia.Jurnal Administrasi Bisnis (JAB). Vol. 21 

 

Zuhri dan palupiningdyah (2018) The Influence Of Customer Relationship 

Management AndBrand Image On Customer Loyalty Through 

Satisfaction. Management Analysis Journal.  

 


