
66 

REFERENCES 

Aaker, D. A. (1991). Managing brand equity: Capitalizing on the value of a brand 

name. New York: Free Press.  

Aaker, D. A. (1996). Building strong brands. New York: The Free Press. 

Alegre, J & Cladera, M (2009). Analysing the effect of satisfaction and previous 

visits on tourist intentions to return. European Journal of Marketing, 43 

(5/6), 670 - 685. 

Alloza, A. (2008). “Brand Engagement and Brand Experience At BBVA, The 

Transformation of a 150 Years Old Company”, Corporate Reputation 

Review, Vol.11, Number 4, S.371-381. 

Ambler, T., Bhattacharya, C.B., Edell, J., Keller, K. L., Lemon, K. N., Mittal, V. 

(2002). “Relating Brand And Customer Perspectives On Marketing 

Management”, Journal of Service Research 5. 

Anderson, R. E. and Srinivasan, S. S. (2003). E-satisfaction and e-loyalty: a 

contingency framework, Psychology & Marketing, Vol. 20, No. 2, pp. 

123-138. 

Angelova, B. and Zekiri, J. (2011). Measuring Customer Satisfaction with Service 

Quality Using American Customer Satisfaction Model (ACSI Model). 

International Journal of Academic Research in Business and Social 

Sciences, ISSN, 2222-6990. 

Assael, H. (1998). Consumer Behavior and Marketing Action, 6th Edition. 

 Cincinatti, Ohio: South Western College Publishing. 

 

Bahram, R., Ali, S., Majid, R. K. (2012). An Analysis of Brand Image, Perceived 

Quality, Customer Satisfaction and Re-purchase Intention in Iranian 

Department Stores. International Journal of Business and Management. 

Vol. 7, No. 6. 

Barsky, J. (1994). World-class customer satisfaction. Burr Ridge, IL: Irwin. 

 

Bennett, R., and Bove, L. (2001). Identifying the key issues for measuring loyalty. 

Australasian Journal of Market Research, 9(2), pp.27–44.  

Bennett, R., Hartel, C., and McColl-Kennedy, J. (2005). Experience as a 

moderator of involvement and satisfaction on brand loyalty in a business-

to-business setting. Industrial Marketing Management, 34(1), pp.97–107. 

Bhuian, S. N. (1997). Marketing cues and perceived quality: Perceptions of Saudi 

consumers toward products of the U.S., Japan, Germany, Italy, U.K., and 

France. Journal of Quality Management, 2(2), pp. 217-235. 



67 
 

Biedenbach, G. and Marell, A. (2010). "The Impact of Customer Experience on 

Brand Equity in a Business-to-Business Services Setting," Journal of 

Brand Management, Vol. 17, No. 6: 446-458. 

Biel, A. L. (1992). How brand image drives brand equity. Journal of Advertising 

Research, 32(6), Special edition, RC-6-RC-12. 

Boulding, W., Kalra, A., Staelin, R., and Zeithaml, V. (1993). “A dynamic 

process model of service quality: form expectations to behavioral 

intentions”, Journal of Marketing Research, Vol. 30, pp. 7-27. 

Brakus, J. J., Schmitt, B. H., and Zarantonello, L. (2009). “Brand Experience; 

What Is It? How Is It Measured? Does It Affect Loyalty?”, Journal Of 

Marketing, May 2009, 52-68. 

Bruks, M., Zeithmal, V., and Naylar (2000). Price and brand name as indicators of 

quality Dimensions for Consumer Durable. Journal of the Academy of 

Marketing Science ,Volume 28, No. 3, pp.359-374. 

Chen C. F. and Myagmarsuren, O. (2011). Brand equity, relationship quality, 

relationship value, and customer loyalty: Evidence from the 

telecommunications services. Total Quality Management Vol. 22, No. 9, 

September 2011, 957–974. 

Chaudhuri, A., and 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 2001; 65 (April): 81-93. 

Ching, Chen, and Myagmarsuren (2011). Brand equity, relationship quality, 

relationship value, and customer loyalty: Evidence from the 

telecommunications services. Total Quality Management, Volume 22, No. 

9, pp. 957–974. 

Cole, Robert, E., and Flynn, M. O., (2009). Automotive Quality Reputation: Hard 

to achieve, Hard to lose, still harder to win back. California Management 

Review, Volume 52, Issue 1, pp.67-93. 

Davies, G., Chun, R., Da-Silva, R., and Roper, S. (2003). Corporate Reputation 

and Competitiveness. Routledge, UK: London. 

Davis, Aquilano and Chase (2003). Fundamentals of Operations Management. 4th 

Edn., McGrawHill/Irwin, ISBN: 0-07-297541-5, pp: 1. 

Dodds, W. B., Monroe, K. B., and Grewal, D. (1991). "Effects of price, brand, 

and store information on buyers’ product evaluations", Journal of 

Marketing Research, August, Vol.28, No.3, pp.307-319. 

Durianto, D., Sugiarto, and Sitinjak, T. (2004). Strategi Menaklukkan Pasar 

Melalui Riset Ekuitas dan Perilaku Merek. Jakarta: PT. Gramedia Pustaka 

Utama. 



68 
 

Eshghi, A, Haughton, D. & Topi, H. (2007). Determinants of Customer Loyalty in 

the wireless Telecommunications Industry. Telecommunications Policy, 

31 (2), 95-108. 

Faisyal, and Murwani, I. A. (2008). Analisa Faktor yang Mempengaruhi 

Konsumen SES AB dalam Pemilihan Merek Kopi bubuk di DKI Jakarta. 

Journal of Business Strategy and Execution, 121-134. 

Farzad, M. and Farshad, M. (2016). “The impact of brand experience on 

customers’ trust and satisfaction Case study: Computer brands”. 

International Journal of Humanities and Cultural Studies. ISSN 2356-

5926. 

Feick, L., Lee, J., and Lee, J. (2001). “The impact of switching costs on the 

customer satisfaction-loyalty link: mobile phone service in France”, 

Journal of Services Marketing, Vol. 15 No. 1, pp. 35-48. 

Garvin, and David, A. (1983). “Quality on the Line,” Harvard Business Review, 

61 (September-October), 65-73.  

Gilbert, C., and Carol, S., (1982). An Investigation into the determinants of 

customer satisfaction. Journal of Marketing Research Volume XIX, 

pp.491-504. 

Gürbüz, E. (2008). Retail store branding in Turkey: its effect on perceived quality, 

satisfaction and loyalty. Journal of Business Vol. 3 No. 3, 2008 pp. 286-

304. 

Gotlieb, J. B., Grewal, D., and Brown, S. W. (1994). Consumer satisfaction and 

perceived quality: complementary or divergent constructs? J. App 

Psychol., 79(6): 875-885. 

Hirschman, E. C., and Holbrook, M. B. (1982). Hedonic consumption: Emerging 

concepts, methods, and propositions. Journal of Marketing, 46 (3), 92–

101. http://dx.doi.org/10.2307%2F1251707. 

Holbrook, Morris, B., and Kim, P. C. (1985). “Quality and Value in the 

Consumption Experience: Phaedrus Rides Again,” in Perceived Quality: 

How Consumers View Stores and Merchandise, ed. Jacob Jacoby and 

Jerry C. Olson, Lexington: D. C. Heath, 31-57. 

Hsieh, M. H., Pan, S. L., & Setiono, R. (2004). Product-, corporate-, and country-

image dimensions and purchase behavior: A multicountry analysis. Journal 

of the Academy of Marketing Science, 32(3), 251–270. 

Hyun, S., Kim, S., and Wansoo (2011). Dimensions of brand equity in the chain 

restaurant industry. Cornell Hospitality Quarterly; Volume 52, Issue 4, p. 

429-437. 

Iglesias, O., Singh, J. J., and Batista-foguet, J.M. (2011). The role of brand 

experience and affective commitment in determining brand loyalty. 

Journal of Brand Management, 18, 570-582. 



69 
 

Jacoby, J., and Kyner, D. (1973). Brand Loyalty versus Repeat Purchase 

Behavior. Journal of Marketing Research, 1-9.  

Jacoby,  J., Chestnut , R. W. (1978)  In: Webster FE, editor. Brand Loyalty: 

Measurement and Management. New York: Wiley, 1978. 

 

Jensen, M., and Hansen, T., (2006). An empirical examination of brand loyalty, 

Journal of Product & Brand Management 15/7, pp. 442–449. 

 

Jin, B. and Yong, G. S. (2005). Integrating effect of consumer perception factors 

in predicting private brand purchase in a Korean discount store context. J. 

Consumer Market., 22: 62-71. DOI: 10.1108/07363760510589226. 

Jones, M., and Suh, J. (2000). Transaction-specific satisfaction and overall 

satisfaction: An empirical analysis. Journal of Service Marketing, 14(2), 

pp.147–159. 

Jones, TO & Sasser WE (1995). Why Satisfied Customers Defect. Harvard 

Business Review,(November-December), 88-99. 

Kandampully, J. and Suhartanto, D. (2000). Customer loyalty in the hotel 

industry: The role of customer satisfaction and image. International 

Journal of Contemporary Hospitality Management, 12(6), 346–351. 

Keller, K. L. (1993). Conceptualizing, measuring, and managing customer-based 

brand equity. Journal of Marketing, 57(1), 1–22. 

Kerin, R. et al., (1992). Store Shopping Experience and Consumer Price–Quality–

Value Perceptions. Journal of Retailing, 68 (4), pp.376–97. 

Koo, D. M. (2003). Inter-relationships among store images, store satisfaction, and 

store loyalty among Korea discount retail patrons. Asia Pacific Journal of 

Marketing and Logistics, 15(4), 42–71. 

Kotler, P. (2000). Marketing Management. The Millenium Edition. Upper Saddle 

River, New Jersey. Pearson Education, Inc. 

Kotler, P. (2001). A framework for marketing management. Upper Saddle River, 

NJ: Prentice-Hall. 

Kotler, P., and Keller, K. L. (2012). Marketing management. 14th ed. Harlow: 

Prentice-Hall. ISBN-10: 0273755021. 

Kusumawati, R. (2007). Analisis Pengaruh Image, Kualitas yang Dipersepsikan, 

Harapan  Kepuasan Nasabah dan Pengaruh Kepuasan Nasabah pada 

Loyalitas Nasabah dan Perilaku Berpindah Merek. Jurnal Ekonomi & 

Bisnis, I (1), 53-62. 

Kwon, W. S., and Lennon, S. J. (2009). What induces online loyalty? Online 

versus offline brand images. Journal of Business Research, 62, 557–564. 



70 
 

LaBarbera, Priscilla, A. and David, M. 1983. “A Longitudinal Assessment of 

Consumer Satisfaction/Dissatisfaction: The Dynamic Aspect of the 

Cognitive Process.” Journal of Marketing Research 20 (November): 393-

404. 

Lee, M., Lee, C., and Wu, C. (2009). Brand image strategy affects brand equity 

after M&A. European Journal of Marketing , Volume 45 issue. 

Levesque, T. and McDougall, G. H. G. (1996). “Determinants of customer 

satisfaction in retail banking”, International Journal of Bank Marketing, 

Vol. 14 No. 7, pp. 12-20. 

Martineau, P. (1958). The personality of retail store. Harvard Business Review, 

36(1), 47-55. 

Martinez, E. (2002). The Effect of Brand Extension Strategies upon Brand Image. 

Zaragoza: Faculted de Ciencias Economicas Empresariales The University 

of Zaragoza Press. 

Mascarenhas, O. A., Kesavan, R., and Bernacchi, M. (2006). "Lasting Customer 

Loyalty: A Total Customer Experience Approach," Journal of Consumer 

Marketing, Vol. 23, No. 7: 397-405. 

McDougall, G. H. G. and Levesque, T. (2000). “Customer satisfaction with 

services: putting perceived value into the equation”, Journal of Services 

Marketing, Vol. 14 No. 5, pp. 392-41. 

Mokhtar, A., Amjad, D., Al-Nasser, and Husain, N. (2000). Evaluating functional 

relationship between image, customer satisfaction and customer loyalty 

using general maximum entropy. Total quality management, Volume11, 

No. 4/5&6, pp.S826- S829. 

Mula, N. K., Zain, U. A., Muhammad, S., Babar, N., and Muhammad, R. (2016). 

“The Impact of Product and Service Quality on Brand Loyalty: Evidence 

from Quick Service Restaurants”, American Journal of Marketing 

Research, Vol. 2, No. 3, 2016, pp. 84-94.  

Nanda, P. K., Imam, S., and Yusri, A. (2014). “Analyzing the Effect of Product 

Quality on Customer Satisfaction and Customer Loyalty in Indonesia 

SMEs”. Jurnal Administrasi Bisnis (JAB). Vol. 14 No. 1. 

Nguyen, N. and LeBlanc, G. (2001). Image and reputation of higher education 

institutions in students' retention decisions. International Journal of 

Educational Management, 15(6), 303–311. 

NQRC (1995). American Consumer Satisfaction Index Methodology Report. 

http://en.wikipedia.org/wiki/American_Customer_ Satisfaction_Index. 

Nysveen, H., Pedersen, P. E., and Skard, S. (2013). "Brand Experiences in Service 

Organizations: Exploring the Individual Effects of Brand Experience 

Dimensions," Journal of Brand Management, Vol. 20, No. 5: 404-423. 



71 
 

Oliver and Richard, L. (1997). Satisfaction: A Behavioural Perspective on the 

Consumer, New York: McGraw Hill. 

Padgett, D. and Allen, D. (1997). Communicating experiences: A narrative 

approach to creating service brand image. Journal of Advertising, 26 (4), 

49-62. http://dx.doi.org/10.1080%2F00913367.1997.10673535. 

Pappu, R., Quester, P., and Cooksey, R. (2006). Consumer-based brand equity and 

country-oforigin relationships. European Journal of Marketing Volume, 40 

No. 5/6. 

Park, C. W., Jaworski, B. J., & Maclnnis, D. J. (1986). Strategic brand concept-

image management. Journal of Marketing, 50(4), 135–145. 

Paurav, S. (2005). Effect of Product Usage, Satisfaction and Involvement on 

Brand Switching Behavior. Asia Pacific Journal of Marketing and 

Logistics, Volume 16, No. 4. 

Perreault, W. D. Jr. and McCarthy, E. J. (2002). Basic Marketing. New Delhi, 

India. Tata: McGraw-Hill. 

Pessemier, E. A. (1959). A new way to determine buying decisions. Journal of 

Marketing, 24(October), 41–46. 

 

Peter C. Verhoef (2003) Understanding the Effect of Customer Relationship 

Management Efforts on Customer Retention and Customer Share 

Development. Journal of Marketing: October 2003, Vol. 67, No. 4, pp. 30-

45. 

 

Reichheld, F., & Sasser, W. E., Jr. (1990). Zero defections: quality comes to 

services. Harvard Business Review, 68, 105- 111. 

 

Reichheld, F. F. (1996). The loyalty effect: The hidden force behind growth, 

profits, and lasting value. Boston: Harvard Business School Press.  

 

Reynolds, W. H. (1965). The role of the consumer in image building. California 

Management Review, 7(3), 69–76. 

Tjiptono, F. (1996). Manajemen Jasa. Yogyakarta : Andi Offset. 

Salciuviene, L., Ghauri, P., Mockaitis, A., and De Mattos (2009). Brand image 

perceptions across cultures: a study of symbolic and functional 

associations Advances in International Marketing, Volume 20, pp.177–

191. 

Salomon, M. (2004). Consumer Behavior: Buying, Having, Being. Sixth Edition. 

Upper Saddle River, New Jersey. Prentince-Hall, Inc. 

Santouridis, I., and Trivellas (2010). Investigating the impact of service quality 

and customer satisfaction on customer loyalty in mobile telephony in 

Greece. TQM Journal, Volume 22, no. 3, pp.330-343. 



72 
 

Schiffman, L. G., and Kanuk, L. L. (2010). Consumer Behavior (10
th

 ed), 

Perceived Quality (pp. 195-198). 

Schmitt, B. H. (1999). Experiential marketing: How to get customers to sense feel 

think act relate to your company and brands. New York, NY: The Free 

Press. 

Sekaran, U. (2003). Research Methods for Business: A Skill Building Approach 2 

nd Edition, John Wiley and Son. New York. 

Shahroudi, K. and Naimi, S. S. (2014). “The Impact of Brand Image on Customer 

Satisfaction and Loyalty Intention”. International Journal of Engineering 

Innovation & Research. Volume 3, Issue 1, ISSN: 2277 – 5668. 

Son, K. et al., (2010). Resistance to Brand Switching When a Radically New 

Brand Is Introduced: A Social Identity Theory Perspective .Journal of 

Marketing Volume 74, pp.128– 146. 

Spreng, R. A. and Mackoy, R. D. (1996). “An empirical examination of a model 

of perceived service quality and satisfaction”. Journal of Retailing. Vol. 

72. No 2. Pg. 201-214. 

Streukens, S., & Ruyter, K. D. (2004). Reconsidering nonlinearity and asymmetry 

in customer satisfaction and loyalty models: An empirical study in three 

retail service settings. Marketing letters, 15(2–3), 99−111. 

Sugiyono (2007). Metode Penelitian Kuantitatif Kualitatif dan R&D. Alfabeta 

Bandung. 

Tsiotsou, R. (2006), “The role of perceived product quality and overall 

satisfaction on purchase intentions”, International Journal of Consumer 

Studies,Vol.30 (2), pp.207-217. 

Wirtz Jochen, 2003; Halo in customer satisfaction measures The role of purpose 

of rating, number of attributes and customer involvement; International 

Journal of Service Industry Management, Vol. 14 No. , pp. 96-119.  

 

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

Advantage’, Journal of the Academy of Marketing Science 25(2): 139–53. 

Wu, C. C. (2011). The impact of hospital brand image on service quality, patient 

satisfaction and loyalty. African Journal of Business Management, 5(12), 

4873-4882. 

Youl, H. and Joby, J. (2010). Role of customer orientation in an integrative model 

of brand loyalty in services The Service Industries Journal Volume 30, No. 

7, pp.1025–1046. 

Zarantenello, Lia, S., and Bernd, H. (2000). "Using the Brand Experience Scale to 

Profile Consumers and Predict Consumer Behavior”, Brand Management, 

Vol.17, No.7, p..532-540. 



73 
 

Zeithaml, V. A. (1988). Consumer Perception on Price, Quality and Value: A 

Means-End Model and Synthesis of Evidence. Journal of Marketing, 52, 

Jly, pp. 2-22. 

Zineldin, M. (2000). TRM: Total Relationship Management, Lund: Student 

literature. 

Zohaib Ahmed (2014). Effect of brand trust and customer satisfaction on brand 

loyalty in Bahawalpur. Journal of Sociological Research, ISSN 1948-

5468, Vol. 5, No. 1. 

 


