
 
 

97 
 

DAFTAR PUSTAKA 

 

Ali Hasan. ( 2008 ). The Impact of Service Quality on Customer Loyalty: A Study 

of Banks in Penang, Malaysia. Journal of Consumer Research, Vol.17 

No.4, hlm 365-84. 

Aydin, Ozer, Kazan & Dogruer. (2009). Effect Of Switching Costs On Customer 

Retention In Banking Industry In Indonesia. Jakarta: Rinea Cipta. 2005. 

Dasar-dasar Evaluasi Pendidikan. Jakarta: Bumi Aksara. 

Aydin. ( 2005 ). Effect Of Switching Costs On Customer Retention In Banking 

Industry In Indonesia. Jakarta: Rinea Cipta. 2005. Dasar-dasar Evaluasi 

Pendidikan. Jakarta: Bumi Aksara. 

Bates , & Hoffman ( 1999 ). The Impact of Service Quality on Customer Loyalty: 

A Study of Banks in Penang, Malaysia. Journal of Consumer Research, 

Vol.17 No.4, hlm 365-87. 

Boone, & Kurtz. ( 1995 ). The Impact of Service Quality on Customer Loyalty: A 

Study of Banks in Penang, Malaysia. Journal of Consumer Research, 

Vol.17 No.4, hlm 365-81. 

Brown dan Venkatesh. (2005). Consumer Innovativeness: A Marketing Approach. 

Unpublished Master’s Program Dissertation, Shahid Beheshti University, 

Tehran. 

Burnham, Frels & Mahajan. (2003). Effect Of Switching Costs On Customer 

Retention In Banking Industry In Indonesia. Jakarta: Rinea Cipta. 2005. 

Dasar-dasar Evaluasi Pendidikan. Jakarta: Bumi Aksara. 

Burnham, Frels & Mahajan. (2003). Effect Of Switching Costs On Customer 

Retention In Banking Industry In Indonesia. Jakarta: Rinea Cipta. 2005. 

Dasar-dasar Evaluasi Pendidikan. Jakarta: Bumi Aksara. 

Burnham. (2003). The Impact Of  Switching Costs On Customer Loyalty: A Study 

Among Customer Of  Mobile Telephony. Journal of 

MarketingManagement, 41(3), 291-314. 



98 

 

 
 

Cadotte, Woodruff, and Jenkins. (1987). Effect Of  Service Quality On Customer 

Satisfaction In Jade Imperial Restaurant. Journal of the Academy of 

Marketing Science 19 (Fall 1991): 363-375. 

Churchill and Surprenant. (1982). Effect Of  Customer Service Quality, Customer 

Perceived Value,  Customer Satisfaction, Customer Trust And Switching 

Barriers To Customer Retention. Journal of Marketing Research, Vol. 26, 

222-229. 

Colgate dan Lang. (2001). Exploring the Impact of Switching Costs on Customer 

Retention in the Technology Standard Competition Market. Journal of 

MarketingManagement, 41(3), 291-314. 

Dick dan Basu. (1994). The Impact of Customer Loyalty Programs on Customer 

Retention. Managing service Quality. Vol.13 No. 3.pp. 178-186. 

Dwyer dan Tanner. (1999). Effect Of Switching Costs On Customer Retention In 

Banking Industry In Indonesia. Jakarta: Rinea Cipta. 2005. Dasar-dasar 

Evaluasi Pendidikan. Jakarta: Bumi Aksara. 

Fornell. ( 1992). Effect Of  Customer Service Quality, Customer Perceived Value,  

Customer Satisfaction, Customer Trust And Switching Barriers To 

Customer Retention. Journal of Marketing Research, Vol. 26, 222-229. 

Goldsmith, & Newell. (1997). Consumer Innovativeness: A Marketing Approach. 

Unpublished Master’s Program Dissertation, Shahid Beheshti University, 

Tehran. 

Guiltinan. (1989). Effect Of Switching Costs On Customer Retention In Banking 

Industry In Indonesia. Jakarta: Rinea Cipta. 2005. Dasar-dasar Evaluasi 

Pendidikan. Jakarta: Bumi Aksara. 

Johnson dan Fornell. ( 1991 ). The Effects of Customer Satisfaction, Relationship 

Commitment Dimensions, and Triggers on Customer Retention. 

International Journal of Management, 27(2), 209-234. 

Jones, Mothersbaugh dan Beatty. (2000). Effect Of Switching Costs On Customer 

Retention In Banking Industry In Indonesia. Jakarta: Rinea Cipta. 2005. 

Dasar-dasar Evaluasi Pendidikan. Jakarta: Bumi Aksara. 

Jones. (2012). The Impact of Customer Loyalty Programs on Customer Retention. 



99 

 

 
 

Julander dan Soderlund. ( 2003 ). : The Impact Of  Switching Costs On Customer 

Loyalty: A Study Among Customer Of  Mobile Telephony. Journal of 

MarketingManagement, 41(3), 291-314. 

Klemperer. (1987). Effect Of Switching Costs On Customer Retention In Banking 

Industry In Indonesia. Jakarta: Rinea Cipta. 2005. Dasar-dasar Evaluasi 

Pendidikan. Jakarta: Bumi Aksara. 

Kotler. (2002). The Effect of Service Quality on Customer Satisfaction in the 

Utility Industry – A Case of Vodafone. Journal of Consumer Research, 

Vol.18 No.4, hlm 365-84. 

Kumar & Shah. ( 2004 ). The Impact of Customer Loyalty Programs on Customer 

Retention Managing service Quality. Vol.13 No. 3.pp. 178-186. 

Labarbera and Mazursky. (1983 Effect Of  Customer Service Quality, Customer 

Perceived Value,  Customer Satisfaction, Customer Trust And Switching 

Barriers To Customer Retention. Journal of Marketing Research, Vol. 26, 

222-229. 

Lee, dan Feick. (2001). Exploring the Impact of Switching Costs on Customer 

Retention in the Technology Standard Competition Market. Journal of 

MarketingManagement, 41(3), 291-314. 

Lewis, & Booms. ( 2012 ). Service Quality, Customer Satisfaction and Loyalty: A 

Test of Mediation. Journal of the Academy of Marketing Science 25 

(Summer 1997): 229-241. 

Liljander dan Strandvik. (1997). The Impact of Service Quality on Customer 

Loyalty: A Study of Banks in Penang, Malaysia. Journal of Consumer 

Research, Vol.17 No.4, hlm 365-89. 

Lindquist dan Sirgy. ( 2003 ). Global Consumer Innovativeness: Cross-Country 

Differences and Demographic Commonalities. Business Ethics Quarterly, 

8, 205– 232. 

Mangold, & Babakus. ( 1991 ). The Impact of Service Quality on Customer 

Loyalty: A Study of Banks in Penang, Malaysia. Journal of Consumer 

Research, Vol.17 No.4, hlm 365-88. 



100 

 

 
 

Midgley dan Dowling. ( 1978). Consumer Innovativeness: A Marketing 

Approach. Unpublished Master’s Program Dissertation, Shahid Beheshti 

University, Tehran. 

Morgan dan Hunt. (1994). Exploring the Impact of Switching Costs on Customer 

Retention in the Technology Standard Competition Market. Journal of 

MarketingManagement, 41(3), 291-314. 

Oliver. (2006). The Impact of Customer Loyalty Programs on Customer 

Retention. Managing service Quality. Vol.13 No. 3.pp. 178-186. 

Ozer & Dogruer. (2009). Effect Of Switching Costs On Customer Retention In 

Banking Industry In Indonesia. Jakarta: Rinea Cipta. 2005. Dasar-dasar 

Evaluasi Pendidikan. Jakarta: Bumi Aksara. 

Ozer. (2004). Effect Of Switching Costs On Customer Retention In Banking 

Industry In Indonesia. Jakarta: Rinea Cipta. 2005. Dasar-dasar Evaluasi 

Pendidikan. Jakarta: Bumi Aksara. 

Peiguss. ( 2012 ). The Impact of Customer Loyalty Programs on Customer 

Retention. Managing service Quality. Vol.13 No. 3.pp. 178-186. 

Porter. (1998). The Impact Of  Switching Costs On Customer Loyalty: A Study 

Among Customer Of  Mobile Telephony. Journal of 

MarketingManagement, 41(3), 291-314. 

Rangkuti.  (2006). Effect Of  Service Quality On Customer Satisfaction In Jade 

Imperial Restaurant. Journal of the Academy of Marketing Science 19 

(Fall 1991): 363-375. 

Roderick, James, dan Gregory. (2008). ). Service Quality, Customer Satisfaction 

and Loyalty: A Test of Mediation. Journal of the Academy of Marketing 

Science 25 (Summer 1997): 229-241. 

Rogers. ( 1995 ). Measuring Consumer Innovativeness. Journal of Consumer 

Research, 9(3), 287-300. 

Smith dan Ennew. (2001). The Impact of Service Quality on Customer Loyalty: A 

Study of Banks in Penang, Malaysia. Journal of Consumer Research, 

Vol.17 No.4, hlm 365-84. 



101 

 

 
 

Steenkamp. ( 1999 ). Measuring Consumer Innovativeness. Journal of Consumer 

Research, 9(3), 287-300. 

Swan,Trawick, and Carroll. (1982). Effect Of  Customer Service Quality, 

Customer Perceived Value,  Customer Satisfaction, Customer Trust And 

Switching Barriers To Customer Retention. Journal of Marketing 

Research, Vol. 26, 222-229. 

Tengilimoğlu. (2010) Managing service Quality. Vol.13 No. 3.pp. 178-186.. The 

Impact of Customer Loyalty Programs on Customer Retention. 

Venkatraman. ( 1991 ). Consumer Innovativeness: A Marketing Approach. 

Unpublished Master’s Program Dissertation, Shahid Beheshti University, 

Tehran. 

Wyckof . ( 2005 ). The Impact of Service Quality on Customer Loyalty: A Study of 

Banks in Penang, Malaysia. Journal of Consumer Research, Vol.17 No.4, 

hlm 365-82. 

Xie. ( 2008 ). Global Consumer Innovativeness: Cross-Country Differences and 

Demographic Commonalities. Business Ethics Quarterly, 8, 205– 232. 

Zeithaml, & Bitner (2003). The Effect of Service Quality on Customer Satisfaction 

in the Utility Industry – A Case of Vodafone. Journal of Consumer 

Research, Vol.18 No.4, hlm 365-83. 

 

http// academia.edu/garuda_indonesia2321RbalaO0Q=2 

http:// angkasapura1.co.id/ penyedia_sarana_untuk_transportasi_udara 

http:// bisnis.liputan6.com/garuda-indonesia.php=?kebanggaan_indonesia 

http:// bisnis.liputan6.com/keunggulan_garuda-indonesia=2=3==?php 

http:// bps.go.id/ daftarpertumbuhantransportasidiIndonesia 

http:// garuda-indonesia.com/ Garuda-Indonesia-sebagai-penyedia-layanan-

penerbangan-nomer-1=?php 

http:// garuda-indonesia.com/fasilitas-garuda-indonesia 

http:// hubud.dephub.go.id/data-pertumbuhan-transportasi- di-Indonesia 

http:// id.wikipedia.org/garuda-indonesia 

http:// www.garuda-indonesia.com/arti-lambang-garuda=?2hpindonesia 

http://www.garuda-indonesia.com/arti-lambang-garuda=?2hpindonesia


102 

 

 
 

http://garudaindonesia.com/Sebagaisalahsatuperusahaanpenyedialayananpenerba

ngan nomer satudiIndonesia 

http://maskapai.wordpress.com/Salahsatucarayangjugadapatmendatangkankeuntu

nganuntukperusahaan 

http://siperubahan.com/news/PerusahaanpenyedialayananpenerbangandiIndonesia 

http://www.garudaindonesia.com/PT.php?GarudaIndonesiaRb1OOnlKmerupakan

maskapaipenerbanganIndoneisayangmemilikikonsepsebagaiperusahaanpen

yedialayanan=? 

 

http://www.garudaindonesia.com/

