
84 

 

 
 

DAFTAR PUSTAKA 

 

A.Usmara. (2003). Strategi Baru Manajemen Pemasaran. Yogyakarta: Amoro 

Book. 

Ainur Rofiq, dkk. (2009). Peranan Ekuitas Merek Terhadap Loyalitas Pelanggan 

Pada Industri Telepon Seluler. The 3rd National Conference on 

Management Research. Bandung. 

Ana P. G., Deonir D., Vinicius Z., & Gabriek S. M. (2018). Does Price Sensitivity 

and Price Level Influence Store Price Image and Repurchase Intention in 

Retail Markets? Journal of Retailing and Consumer Services, 44 (2018) 201–

213.   

Anonimus. (2019, 16 Februari). Services. Sogo Department Store. Diunduh dari 

http://sogo.co.id/customer-service/ 

Ardhani, A. P. (2007). Pengaruh Switching Cost Sebagai Pemoderasi Hubungan 

Antara Kepuasan dan Loyalitas Konsumen. Jurnal. Riset Manajemen 

&Bisnis. Vol. 2 No. 2 (2007). Hal 157. 

Arikunto, Suharsimi. (2002). Prosedur Penelitian Suatu Pendekatan Praktek. 

Jakarta: Rineka Cipta. 

Berry dan Parasuraman. (1997). Listening to the Customer – The Concept of 

Building 

a service Quality Information System. Sloan Manajemen Review. 

Boone E. Louis and David L. Kurtz. (1995). Marketing Management, 3rd edition. 

New Jersey: Prentice Hall. 

Cant, M. C., & Toit, dan Michael du. (2012). Identifying The Factors That Influence 

Retail Customer Loyalty And Capitalising Them. International Bussiness & 

Economics Research Journal, 11 (11). 

CChen Z., and Dubinsky A.J. A. (2003): Conceptual Model of Perceived Customer 

Value in E-Commerce: A Preliminary Investigation. Psychology & 

Marketing, Vol. 20, No. 4, pp. 323-347. 

Chaudhuri, A., & Holbrook, M. B. (2001). The chain of effects from brand trust 

and brand affect to brand performance: The role of brand loyalty. Journal of 

Marketing, 65(2), 81-93. 

Engel, James, F.Roger, D.Black Well, and Paul. W. Miniard. (1995). Perilaku 

Konsumen. Jakarta. Bina Rupa Aksara. 

Fandy Tjiptono. (2005). Pemasaran Jasa, Edisi pertama, Yogyakarta; Penerbit 

Bayumedia Publishing. 



85 

 

 
 

Ferdinand, A. (2002). Structural Equation Modelling Dalam Penelitian 

Manajemen (2nd ed.). Seri Pustaka Kunci 03/BP UNDIP. 

Ferdinand, Augusty. (2006). Metode Penelitian Manajemen. Semarang: Badan 

Penerbit Universitas Diponegoro. 

Goyal, A., Maity, M., Thamizhvanan, A. & Xavier, M.J. (2013). “Determinants of 

customers’ online purchase intention: an empirical study in India”, Journal of 

Indian Business Research, Vol. 5 No. 1, pp. 17-32. 

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

Kesetiaan Pelanggan, Erlangga, Jakarta. 

Hair, J. F., Black, W. C., Babin, B. J., Anderson, R. E., dan Tatham, R. L. (2006). 

Multivariat Data Analysis Sixth Edition. New Jersey: Pearson Prentice Hall. 

Hansemark, O. C., & Albinsson, M. (2004). Customer Satisfaction and Retention: 

The Experiences of Individual Employees. Managing Service Quality, 40- 

57. 

Hartono. (2011). Metodologi Penelitian. Pekanbaru: Zafana. 

Hidayat, R. (2009). “Pengaruh kualitas layanan, kualitas produk dan nilai nasabah 

terhadap kepuasan dan loyalitas nasabah Bank Mandiri”. Jurnal Manajemen 

dan Kewirausahaan, Vol. 11 No. 1, pp. 59-72 

J. Supranto. (2006). Pengukuran Tingkat Kepuasan Pelanggan: Untuk Menaikkan 

Pangsa Pasar, Jakarta, Rineka Cipta. 

Jahanshahi, A.A., Gashti, M.A.H., Mirdamadi, S.H., Nawaser, K., and Khaksar, 

S.M.S. (2011). “Effects of customer service and Product quality on 

customer Satisfaction and Loyalty” International Journal of Humanities 

and Social Science. Vol.1 No. 7, pp. 253-260. 

Kartika Sukmawati. (2011). Pengaruh Kualitas Layanan, harga Dan Kepuasan 

Pelanggan Terhadap Loyalitas Pelanggan jasa Transportasi Kreta Api 

Ekskutif. Skripsi. 

Kotler, P & Armstrong. (2010). Principles of Marketing, thirteen edition. New 

Jersey: Prentice-Hall, Inc. 

Kotler, Philip dan Keller. (2007). Manajemen Pemasaran. Edisi 12, Jilid I, Edisi 

Kedua belas, PT. Indeks, Jakarta. Hal. 177. 

Kotler, Philip, and Gary Armstrong. (2012). Prinsip-prinsipPemasaran. Edisi13. 

Jilid 1. Jakarta: Erlangga. 

Kotler, Philip. (2009). Manajemen Pemasaran. Edisi tiga belas Bahasa Indonesia. 

Jilid 1 dan 2.Jakarta: Erlangga.  



86 

 

 
 

Kugler, M., & Verhoogen, E. (2012). Prices, plant size, and product quality. The 

Review of Economic Studies, 79(1), 307-339 

 

Lovelock, C, dan John Wirtz. (2011). “Pemasaran Jasa Perspektif edisi 7”. Jakarta: 

Erlangga. 

 

Lupiyoadi dan Hamdani. (2006). Manajemen Pemasaran jasa Edisi kedua.Penerbit 

Salemba Empat: Jakarta. 

Mangold, G.W. and Babakus, E. (1991). “Service quality: the front-stage 

perspective vs the back-stage perspective, Journal of Services Marketing, 

Vol. 5 No. 4, pp. 59-70. 

Manova, K., & Yu, Z. (2017). Multi-product firms and product quality. Journal of 

International Economics, 109, 116-137. 

 

Margono. (2010). Metodologi Penelitian Pendidikan. Jakarta: Rineka Cipta. 

Mochtar, et al. (2005). “Consumer’s Acceptability Estimation of Cold Preserved 

Malaysian Freshwater Patin”. Journal. P985-988.  

Monroe, K.B. (1990). Pricing, Making Profitable Decissions, Second Edition, 

McGraw-Hill, New York. 

Mosahab, Rahim., PhD Candidate., Osman Mahamad., dan T. Ramayah, Associate. 

(2010). Service Quality, Customer Satisfaction and Loyalty: A Test of 

Mediation. International Business Research, 3 (4), pp.72-80.  

Muafi & M. Irhas Effendi. (2001). Mengelola Ekuitas Merek: Upaya 

Memenangkan Persaingan di Era Global.EKOBIS. Vol. 2. No. 3. p. 129-

139. 

Narayandas, Das. (2005). Building Loyalty in Buisness Market. Harvard. 

Noyan, F., & Simsek, G. G. (2014). The antecedents of customer loyalty. 2nd World 

Conference On Business, Economics And Management-WC-BEM 22nd 

World Conference On Business, Economics And Management-WCBEM 

2013, 1220-1224. 

Nugroho. (2011). Bauran Pemasaran dan Loyalitas Konsumen,Bandung: Alfabeta. 

Palmer, A. & O’Neill, M. (2003). The effects of perceptual processes on the 

measurement of service quality. Journal of Services Marketing, 17(3), 

pp.254–274. 

Pratomo, Nugroho. (2019, 18 Februari). Membangun Industri Retail yang Sehat. 

Valid News. Diunduh dari https://www.validnews.id/MEMBANGUN-

INDUSTRI-RETAIL-YANG-SEHAT-V0000054  

https://www.validnews.id/MEMBANGUN-INDUSTRI-RETAIL-YANG-SEHAT-V0000054
https://www.validnews.id/MEMBANGUN-INDUSTRI-RETAIL-YANG-SEHAT-V0000054


87 

 

 
 

Rahayu, Risna Nur. (2019, 30 Juli). HUT Ke-29, SOGO Department Store Optimis 

Bisa Bersaing dengan Marketplace. OKE Lifestyle. Diunduh dari 

https://lifestyle.okezone.com/read/2019/02/28/196/2024123/hut-ke-29-

sogo-department-store-optimis-bisa-bersaing-dengan-marketplace 

 

Sajadi, R.E. and Rizzuto, D. (2013). “The antecedents of consumer Satisfaction and 

Loyalty in fast food industry”, International Journal of Quality and 

Reliability Management, Vol. 30 No. 7, pp. 780-798. 

Schiffman dan Kanuk. (2010). Perilaku Konsumen. Jakarta: PT. INDEK. 

Schiffman, Leon, & Kanuk, Leslie Lazar. (2007). Consumer Behaviour 7 th. 

Edition. (Perilaku Konsumen). Jakarta: PT. Indeks. 

Sekaran, U. (2006). Research Methods for Business. Jakarta: Salemba Empat. 

Sekaran, Uma. (2003). Metodologi Penelitian untuk Bisnis. Jakarta: Salemba 

Empat. 

Selvakumar, J.J. (2015). Impact of Service Quality on Customer Satisfaction in 

Public Sector and Private Sector Banks. Purushartha: A Journal of 

Management Ethics and Spirituality, 8(1), pp.1-12. 

Setyowati, Lily Indah. (2019, 18 Februari). Big Data dalam Dunia Retail. 

Kompasiana. Diunduh dari 

https://www.kompasiana.com/lilyindahsetyowati6528/5b7b919ebde57536

e94452e5/big-data-dalam-dunia-industri-retail?page=all 

Silalahi, Marina. (2019, 18 Februari). Strategi Sogo Genjot Penjualan 2018. 

Marketing Communication. Diunduh dari 

https://mix.co.id/marcomm/news-trend/strategi-sogo-genjot-penjualan-

2018/ 

Sirohi, N., McLaughlin, E. W., dan Wittink, D. R. (1998). A Model of Consumer 

Perceptions and Store Loyalty Intentions for a Supermarket Retailer. Journal 

of Retailing, 74(2), hal. 223-245. 

Spreng, A.R., Dixon, A.L., and Olshavsky, R.W. (1993), “The Impact of Perceived 

Value on Consumer Satisfaction”, Journal of Consumer Satisfaction, 

Dissatisfaction and Complaining Behaviour, Vol. 6, pp. 50-55. 

Stokes, Jane. (2007). How To Do Media and Cultural Studies. Yogyakarta: Bentang 

Pustaka. 

Subagio, Hartono, dan Saputra, Robin. (2012). Pengaruh Perceived Service Quality, 

Perceived Value, Satisfaction Dan Image Terhadap Customer Loyalty 

(Studi Kasus Garuda Indonesia). Jurnal Manajemen Pemasaran, Vol. 7, No 

1. 

https://lifestyle.okezone.com/read/2019/02/28/196/2024123/hut-ke-29-sogo-department-store-optimis-bisa-bersaing-dengan-marketplace
https://lifestyle.okezone.com/read/2019/02/28/196/2024123/hut-ke-29-sogo-department-store-optimis-bisa-bersaing-dengan-marketplace
https://www.kompasiana.com/lilyindahsetyowati6528/5b7b919ebde57536e94452e5/big-data-dalam-dunia-industri-retail?page=all
https://www.kompasiana.com/lilyindahsetyowati6528/5b7b919ebde57536e94452e5/big-data-dalam-dunia-industri-retail?page=all
https://mix.co.id/marcomm/news-trend/strategi-sogo-genjot-penjualan-2018/
https://mix.co.id/marcomm/news-trend/strategi-sogo-genjot-penjualan-2018/


88 

 

 
 

Sugiyono. (2010). Metode Penelitian Pendidikan. Bandung: Alfabeta. 

Sukmadinata & Nana, S. (2011). Metode Penelitian Pendidikan. Bandung: Remaja 

Rosdakarya. 

Tambrin, Mohammad. (2010). Pengaruh Brand Image pelanggan Kartu Simpati 

Terhadap Kepuasan Mahasiswa Universitas Trunojoyo Madura. Jurnal 

Pemasaran. Vol 4, No 1, April 2010. Halaman 63-64. 

Tjiptono, F dan Chandra, G. (2011). Service Quality & Satisfaction. Edisi 3. 

Yogyakarta: ANDI. 

Tjiptono, Fandy. (2005). Brand Management and Strategy. Edisi Pertama. Andi, 

Yogyakarta. Hal. 40. 

Tjiptono, Fandy. (2012). Service Management Mewujudkan Layanan Prima. 

Yogyakarta: CV Andi Offset. 

Woodall, T. (2003). Conseptualising ‘value for customer’: An attributional, 

structural and dispositional analysis. 

Woodruff, R.B., dan S.E. Gardial. (1996). Know Your Customer: New Approaches 

to Understanding Customer Value and Satisfaction. Blackwell. Cambridge. 

Massachusetts. 

Woodruff, Robert B. (1997). Customer Value: The Next Source for Competitive 

Advantage, Journal of the Academy of Marketing Science, Vol. 25, No. 2, 

139 – 153. 

Xu, X. (2009). Optimal price and product quality decisions in a distribution 

channel. Management Science, 55(8), 1347-1352. 

Zeithmal, A Valarie, A Parasuraman, dan Leornard L. Berry. (1990). “Delivering 

Quality Service: Balancing Customer Perception and Expectations” (The 

Free Press). 

Zhang, J., Cao, Q., & He, X. (2019). Contract and product quality in platform 

selling. European Journal of Operational Research, 272(3), 928-944. 


