
DAFTAR PUSTAKA 

 
Al-Wugayan, Adel dan Larry P. Pleshko. 2010. A Study of Satisfaction, Loyalty, 

and Market Share in Kuwait Banks. Proceedings of the Academy for 
Studies in International Business, Vol. 10. pp. 2-7.  

 
Assael, H. 2004. Consumer Behaviour : A Strategic Approach. USA:Houghton 

Mifflin Company.  
 
Blumberg, B, D.R. Cooper, dan P.S. Schindler. 2005. Business Research Methods. 

Mcgraw-Hill. United Kingdom.  
 
Gallan et. al., 2013 
 
Boshoff, C. dan B. Gray. 2004. The Relationships Between Service Quality, 

Customer Satisfaction and Buying Intentions in The Private Hospital 
Industry. South African Journal of Business Management, Vol. 35. pp.27-
37.  

 
Chan, Syafruddin. 2003. Relationship Marketing : Inovasi Pemasaran yang 

Membuat Pelanggan Bertekuk Lutut. Jakarta:PT. Gramedia Pustaka 
Utama.  

 
Colgate, Mark, Margo-Buchanan Oliver, Ross Elmsly. 2005. Relationship 

Benefits in An Internet Environment. Journal of Managing Service 
Quality, Vol. 15. pp. 426-436.  

 
Dimitriades, Zoe S. 2006. Customer Satisfaction, Loyalty and Commitment in 

Service Organizations - Some evidence from Greece. Management 
Research News, Vol. 29 No. 12. pp 782-800.  

 
Ferdinand, Augusty. 2002. Structural Equation Modelling dalam Penelitian 

Manajemen. Semarang:FE UNDIP.  
 
Ghozali, Imam. 2005. Model Persamaan Struktural Konsep dan Aplikasi dengan 

Program AMOS Ver. 16.0. Semarang:Badan Penerbit UNDIP  
 
Hair, J.F., Anderson, R.E., Tatham, R.L., & Black, W.C. 1995. Multivariate Data 

Analysis. Edisi Keempat. New Jersey:Prentice Hall.  
 
Hennig-Thurau, Thorsten dan Ursula Hansen. 2000. Relationship Marketing: 

Gaining Competitive Advantage Through Customer Satisfaction and 
Customer Retention. Germany:Springer.  

 
John, Joby. 2003. Fundamentals of Customer-Focused Management : Competing 

Through Service. USA: Greenwood Publishing Group, Inc.  



 
Kotler, Philip. 2003. Marketing Insight From A to Z. Jakarta:Erlangga.  
 
Kotler, Philip dan Kevin Lane Keller. 2008. Manajemen Pemasaran. Edisi Kedua 

Belas Jilid 1. Jakarta:PT. Index.  
 
Licata, Jane W. dan Goutam Chakraborty. 2008. The Effects of Stake, 

Satisfaction, and Switching on True Loyalty : A Financial Services 
Study. International Journal of Bank Marketing, Vol. 27. pp. 252-269.  

  
Oliver, R. L. 1997. Satisfaction : A Behavioral Perspective On The Consumer. 

New York: McGraw Hill Companies, Inc.  
 
Omar, Maznah Wan dan Mohd Noor Mohd Ali. 2010. Brand Loyalty and 

Relationship Marketing in Islamic Banking System. Canadian Social 
Science, Vol. 6. pp. 25-32.  

 
Palaima, Tomas dan Vilte Auruskeviciene. 2007. Modelling Relationship Quality 

in The Parcel Delivery Services Market. Baltic Journal of Management, 
Vol 2 No. 1. pp 37-54. 109  

 
Zeithaml, V. A., & Bitner, M. J. (2008). Service Marketing. Singapore: The 

McGraw-Hill Sompanies, Inc. 

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2009). Services Marketing - 

Integrating Customer Focus Across The Firm 5th Edition. New York: 

McGraw-Hill Education. 

Durianto et al. (2004)	  

 

 

 

 

 

 


