
  

156 
 

REFERENCES 

Aaker, D. (2011). Brand Relevance: Making Competitors Irrelevant. San 
Francisco: Josse-Bass. 

 
Aaker, D. A. (1996). Building Strong Brands. London: Simon & Schuster UK Ltd. 
 
Alamsyah, A., & Rachmadiansyah, I. (2018). Mapping Online Transprtation 

Service Quality and Multiclass Classification Problem Solving Priorities. 
Journal of Physics: Conference Series. 

 
Bolton, R. N. (2016). Service Excellence: Creating Customer Experiences that 

Build Relationships. New York: Business Expert Press, LLC. 
 
Brady, S. M. (2014). Intelligent M & A: Navigating the Mergers and Acquisitions 

Minefield, 2nd Edition.  
 
C., W. P., Deborah, J. M., & Andreas, B. E. (2016). Exponential Branding: 

Building, Enhancing and Leveraging Customers' Admiration of Your 
Brand. New Jersey: John Wiley & Sons, Inc. 

 
Chen, S.-C., & Lin, C.-P. (2014). The Impact of Customer Experience and 

Perceived Value on Sustainable Social Relationship in blogs: An Empirical 
Study. Technol. Forecast. Soc. Change, 
http://dx.doi.org/10.1016/j.techfore.2014.11.011. 

 
Chopra, K. (2014). Empirical Study on Role of Customer Service in Delivering 

Satisfaction at Branded Retail Outlets in Pune. Prrocedia Economics and 
Finance, 239-246. 

 
Daniels, J., Radebaugh, L., & Sullivan, D. (2015). International Business, 15th 

edition. England: Pearson Education. 
 
Dunne, P. M., & Lusch, R. F. (2005). Retailing, 5th edition. Ohio: Melissa S. 

Acuna. 
 
Frawley, A. (2015). Igniting Customer Connections: Fire Up Your Company's 

Growth by Multiplying Customer Experience & Engagement. New Jersey: 
John Wiley & Sons Inc. 

 
Gaughan, P. A. (2015). Mergers, Acquisitions, and Corporate Restructurings. New 

Jersey: John Wiley & Sons, Inc. 
 
Ghozali, I., & Latan, H. (2015). Partial Least Squares: Konsep, Teknik dan Aplikasi 

Menggunakan Program SmartPLS 3.0 Untuk Penelitian Empiris. 
Semarang: Badan Penerbit Universitas Diponegoro Semarang. 

 



  

157 
 

Greenfield, T., & Greener, S. (2016). Research Methods for Postgraduates. 
Chichester: John Wiley & Sons, Ltd. 

 
Hair, J. F., Hult, G. T., Ringle, C. M., & Sarstedt, M. (2017). A Primer on Partial 

Least Squares Structural Equation Modelling (PLS-SEM). California: 
SAGE Publications, Inc..  

 
Jahanshahi, A. A., Gashti, M. A., Mirdamadi, S. A., Nawaser, K., & Khaksar, S. M. 

(2011). Study the Effects of Customer Service and Product Quality on 
Customer Satisfaction and Loyalty. International Journal of Humanities 
and Social Science. 

 
Keller, K. L. (2012). Understanding the Richness of Brand Relationships: Research 

Dialogue on Brands as Intentional Agents. Journal of Consumer 
Psychology, 186-190. 

 
Lemon, K. N., & Verhoef, P. C. (2016). Understanding Customer Experience 

Throughout the Customer Journey. Journal of Marketing: AMA/MSI 
Special Issue Vol. 8- (November 2016), 69-96. 

 
Leon, G. S., & Joseph, L. W. (2015). Consumer Behavior, 11th edition. England: 

Pearson Education. 
 
Mahoney, L. M., & Tang, T. (2017). Strategic Social Media: From Marketing to 

Social Change. Chichester: John Wiley & Sons, Inc. 
 
Miera, J. (2014). CRO-Contract Research Organization: How Drug is Evolving. 

Hamburg: Anchor Academic Publishing. 
 
Moeller, S., & Brady, C. (2014). Intelligent M & A: Navigating the Mergers and 

Acquisitions Minefield. Chichester: John Wiley and Sons, Ltd. 
 
Peppers, D., & Rogers, M. (2017). Managing Customer Relationships: A Strategic 

Framework. New Jersey: John Wiley & Sons, Inc. 
 
Rios, R. E., & Riquelme, H. E. (2010). Sources of Brand Equity for Online 

Companies. Journal of Research in Interactive Marketing, Vol. 4 lss 3 pp. 
214-240. 

 
Sekaran, U., & Bougie, R. (2016). Research Methods for Business. Chichester: John 

Wiley & Sons Ltd. 
 
Slade-Brooking, C. (2016). Creating Brand Identity: A Guide for Designers. 

London: Laurence King Publishing Ltd. 
 
Soofi, A. S., & Zhang, Y. (2014). Global Mergers and Acquisitions: Combining 

Companies Across Borders. New York: Business Express, LLC. 



  

158 
 

Temporal, P. (2015). Branding for the Public Sector: Creating, Building and 
Managing Brands People Will Value. Chichester: John Wiley and Sons Ltd. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


