
94 
 

 
 

BIBLIOGRAPHY 

 

Alnaser, F., Ghani, M., & Rahi, S. (2018). Service quality in Islamic banks: The 

role of PAKSERV model, customer satisfaction and customer loyalty. 

Accounting, 4(2), 63-72. 

Barba-Sánchez, V., & Atienza-Sahuquillo, C. (2018). Entrepreneurial intention 

among engineering students: The role of entrepreneurship education. 

European Research on Management and Business Economics, 24(1), 53-61. 

Barba-Sánchez, V., & Atienza-Sahuquillo, C. (2018). Entrepreneurial intention 

among engineering students: The role of entrepreneurship 

education. European Research on Management and Business 

Economics, 24(1), 53-61. 

Bosma, N., Sanders, M., & Stam, E. (2018). Institutions, entrepreneurship, and 

economic growth in Europe. Small Business Economics, 51(2), 483-499. 

Chen, K. K., Chiu, R. H., & Chang, C. T. (2017). Using beta regression to explore 

the relationship between service attributes and likelihood of customer 

retention for the container shipping industry. Transportation Research Part 

E: Logistics and Transportation Review, 104, 1-16. 

Darmono, S. B. (2020). Pengaruh Product Quality Terhadap Customer Loyalty 

Dengan Customer Satisfaction Sebagai Variabel Intervening Pada 

Pengguna Iphone Di Surabaya. Jurnal Strategi Pemasaran, 7(1), 9. 

 



95 
 

 
 

Durmaz, Y., Çavuşoğlu, S., & Özer, Ö. (2018). The effect of brand image and brand 

benefit on customer loyalty: the case of Turkey. International Journal of 

Academic Research in Business and Social Sciences, 8(5), 528-540. 

Egdair, I. M. M., & Abdelsalam, M. K. (2020). The Impact of Corporate Culture 

On Service Quality Of Islamic Banks In Libya: The Mediating Role Of 

Work Engagement. 

Ekasari, R., Pradana, M. S., Adriansyah, G., Prasnowo, M. A., Rodli, A. F., & 

Hidayat, K. (2017). Analisis Kualitas Pelayanan Puskesmas Dengan 

Metode Servqual. Jurnal Darussalam: Jurnal Pendidikan, Komunikasi Dan 

Pemikiran Hukum Islam, 9(1), 86-93. 

Etikan, I., & Bala, K. (2017). Sampling and sampling methods. Biometrics & 

Biostatistics International Journal, 5(6), 00149. 

Evans, J.R. & Lindsay, W.M. 2017. Quality and Performance Excellence: 

Management, Organization, and Strategy. Eight Edition. US, Boston: 

Cengage Learning. 

Fahrurrazi, F., Khoirunnisa, S., & Somantri, B. (2019). Pengaruh Marketing Mix 

Terhadap Customer Loyalty Melalui Customer Satisfaction Kerudung di 

Outlet Rabbani. Cakrawala, 2(2), 26-39. 

Ghozali, I. (2016). Aplikasi Analisis Multivariate dengan Program IBM SPSS 23 

(edisikesembilan). Semarang: Universitas Diponogoro. 

Gibson, P., & Parkman, R. (2018). Cruise operations management: Hospitality 

perspectives. Routledge. 



96 
 

 
 

Goertzen, M. J. (2017). Introduction to quantitative research and data. Library 

Technology Reports, 53(4), 12-18. 

Hikmawati, Fenti. (2018). Metodologi Penelitian, Ed.1, Cet.2. Depok: Rajawali 

Pers. 

Islam, T., Islam, R., Pitafi, A. H., Xiaobei, L., Rehmani, M., Irfan, M., & Mubarak, 

M. S. (2019). The impact of corporate social responsibility on customer 

loyalty: The mediating role of corporate reputation, customer satisfaction, 

and trust. Sustainable Production and Consumption, 25, 123-135. 

Kartikasari, A., & Albari, A. (2019). The Influence of Product Quality, Service 

Quality and Price on Customer Satisfaction and Loyalty. Asian Journal of 

Entrepreneurship and Family Business, 3(1), 49-64. 

Karunaratna, A. C., & Kumara, P. A. P. (2018). Determinants of customer loyalty: 

A literature review. Journal of customer behaviour, 17(1-2), 49-73. 

Kim, W., Kim, H., & Hwang, J. (2020). Sustainable growth for the self-employed 

in the retail industry based on customer equity, customer satisfaction, and 

loyalty. Journal of Retailing and Consumer Services, 53, 101963. 

doi:10.1016/j.jretconser.2019.101963 

Kumari, K., & Yadav, S. (2018). Linear regression analysis study. Journal of the 

practice of Cardiovascular Sciences, 4(1), 33. 

Kyguoliene, A., Zikiene, K., & Grigaliunaite, V. (2017). The influence of perceived 

benefits on the satisfaction with the loyalty program. Engineering 

Economics, 28(1), 101-109. 



97 
 

 
 

Leavy, P. (2017). Research design: Quantitative, qualitative, mixed methods, arts-

based, and community-based participatory research approaches. Guilford 

Publications. 

Lestari, F. A. P. (2018). Faktor–Faktor yang Mempengaruhi Kualitas Pelayanan 

terhadap Kepuasan Pelanggan. Sosio e-Kons, 10(2), 179-187. 

Li, F., Lu, H., Hou, M., Cui, K., & Darbandi, M. (2021). Customer satisfaction with 

bank services: The role of cloud services, security, e-learning and service 

quality. Technology in Society, 64, 101487. 

doi:10.1016/j.techsoc.2020.101487 

Malecki, E. J. (2018). Entrepreneurship and entrepreneurial ecosystems. Geography 

Compass, 12(3), e12359. 

Marakanon, L., & Panjakajornsak, V. (2017). Perceived quality, perceived risk and 

customer trust affecting customer loyalty of environmentally friendly 

electronics products. Kasetsart Journal of Social Sciences, 38(1), 24-30. 

Martua, C., & Djati, S. P. (2018). Pengaruh Kualitas Layanan Dan Harga Terhadap 

Kepuasan Pelanggan Yang Berdampak Pada Loyalitas Pelanggan Jasa 

Pengiriman Ab Cargo. Jurnal Ilmiah Bisnis, Pasar Modal dan UMKM, 1(1), 

10-18. 

Maulana, A. S. (2016). Pengaruh kualitas pelayanan dan harga terhadap kepuasan 

pelanggan PT. TOI. Jurnal Ekonomi Universitas Esa Unggul, 7(2), 78663. 

Ngatmo, Ngatmo, and Tri Bodroastuti. (2018) "Faktor-Faktor Yang Mempengaruhi 

Kepuasan Pelanggan Pada PT. Sido Muncul Semarang." Jurnal Kajian 

Akuntansi dan Bisnis, vol. 1, no. 1,  



98 
 

 
 

Nugraha, N. M., Hakim, A. A., Fitria, B. T., & Hardiyanto, N. (2017). The Influence 

Company Size, Asset Structure, Company Growth, Profitability On Debt 

Policy. ECONOMICA: Jurnal Program Studi Pendidikan Ekonomi STKIP 

PGRI Sumatera Barat, 9(1), 34-41. 

Nunkoo, R., Teeroovengadum, V., Ringle, C. M., & Sunnassee, V. (2019). Service 

quality and customer satisfaction: The moderating effects of hotel star 

rating. International Journal of Hospitality Management, 102414. 

doi:10.1016/j.ijhm.2019.102414 

Nurhadi, M. (2021). Pengaruh Kualitas Layanan Dan Fasilitas Terhadap Loyalitas 

Pelanggan Untuk Mengadakan Mice Di Patra Semarang Hotel & 

Convention. Jurnal Visi Manajemen (JVM), 6(1). 

Nursiti, D. (2019). Pengaruh Kinerja Karyawan Terhadap Kepuasan Dan Loyalitas 

Pelanggan Chatime. JURNAL PSYCHOMUTIARA, 2(1), 46-56. 

Parlindungan, Y. Alaan. (2016). Pengaruh Service Quality (Tangible, Empathy, 

Reliability, Responsiveness dan Assurance) terhadap Customer 

Satisfaction: Penelitian pada Hotel Serela Bandung. Jurnal 

Manajemen, 15(2), 255-270. 

Priyatno, D. (2017) SPSS; Panduan Mudah Olah Data bagi Mahasiswa dan Umum. 

Yogyakarta: Penerbit Andi. 

Putra, Y. E., & Aziz, N. (2019). Pengaruh Kualitas Pelayanan dan Kepuasan 

Pelanggan terhadap Loyalitas Nasabah PT Bank Rakyat Indonesia Cabang 

Padang. 



99 
 

 
 

Putro, R. (2017). Pengaruh Service Quality dan Perceived Value Terhadap 

Customer Satisfaction Pada Pengguna Kartu Seluler Simpati (Studi Pada 

Mahasiswa S-1 Universitas Brawijaya Malang) (Doctoral dissertation, 

Universitas Brawijaya). 

Rabbanee, F. K., Burford, O., & Ramaseshan, B. (2016). Does employee 

performance affect customer loyalty in pharmacy services?. Journal of 

Service Theory and Practice. 

Sanusi A. (2016). Metodologi Penelitian Bisnis. Jakarta: Salemba Empat. 

Shah, F. T., Syed, Z., Imam, A., & Raza, A. (2020). The impact of airline service 

quality on passengers’ behavioral intentions using passenger satisfaction as 

a mediator. Journal of Air Transport Management, 85, 101815. 

doi:10.1016/j.jairtraman.2020.101815 

Sitorus, T., & Yustisia, M. (2018). The Influence Of Service Quality And Customer 

Trust Toward Customer Loyalty: The Role Of Customer 

Satisfaction. International Journal for Quality Research, 12(3). 

Sugiyono, (2017). Metode penelitian Pendidikan (Pendekatan Kualitatif, 

Kuantitatif, dan R and D).  

Suryani, S., & Rosalina, S. S. (2019). Pengaruh Brand Image, Brand Trust, Dan 

Kualitas Layanan Terhadap Keputusan Pembelian Ulang Dengan Kepuasan 

Konsumen Sebagai Variabel Moderating Pada Startup Business Unicorn 

Indonesia. Journal of Business Studies, 4(1), 41-53. 

Sujarweni, V. (2016). Metodologi Penelitian. Yogyakarta. Pustaka Baru 

Sujarweni, V. (2017). Metodologi Penelitian Bisnis. 



100 
 

 
 

Suliyanto, S. E., & MM, S. (2017). Metode Penelitian Kuantitatif. 

Sunyoyo. Danang (2016). Konsep Dasar Riset Pemasaran dan Perilaku Konsumen. 

Yogyakarta. CAPS. 

Suva, A. (2016). Pengaruh Kualitas Pelayanan dan Kepuasan Terhadap Loyalitas 

Konsumen Melalui Kepercayaan Sebagai Variabel Intervening (Studi kasus 

CV. TIKI Padang Jl. Nipah No. 48). 

Septefane, Y. D. (2017). Pengaruh Service Quality terhadap Customer Satisfaction 

membentuk Customer Loyalty pada Pt. Citra Mitra anugerah. Jurnal 

Strategi Pemasaran, 4(1). 

Tiglao, N. C. C., De Veyra, J. M., Tolentino, N. J. Y., & Tacderas, M. A. Y. (2020). 

The perception of service quality among paratransit users in Metro Manila 

using structural equations modelling (SEM) approach. Research in 

Transportation Economics, 100955. doi:10.1016/j.retrec.2020.100955 

Vaid, J., & Kesharwani, S. (2020). A Study of Delegate’s Perceptions of Service 

Quality in Five Star Hotels and Convention Centers in Delhi NCR. Global 

Journal of Enterprise Information System, 12(1), 15-25. 

Venkataraman, R.R & Pinto, J.K. 2017. Operations Management: Managing 

Global Supply Chains. US: Sage Publications, Inc. 

Wahab, W. (2017). Pengaruh Kualitas Pelayanan terhadap Kepuasan Nasabah 

Industri Perbankan Syariah di Kota Pekanbaru. Maqdis: Jurnal Kajian 

Ekonomi Islam, 2(1), 51-66. 



101 
 

 
 

Wahyuni, S., & Ginting, M. (2017). The impact of product quality, price and 

distribution on purchasing decision on the Astra motor products in Jakarta. 

Arthatama, 1(1), 18-26. 

Xhema, J., Metin, H., & Groumpos, P. (2018). Switching-costs, corporate image 

and product quality effect on customer loyalty: Kosovo retail market. IFAC-

PapersOnLine, 51(30), 287-292. 

Yaqin, A. A. A., & Rakhmawati, D. Y. (2018). Pengaruh Kualitas Pelayanan 

Terhadap Kepuasan Pelanggan Di Gubuk Café Dalegan Gresik. 

Yulianingsih, D. K., Hidayat, W., & Budiatmo, A. (2017). Pengaruh Kualitas 

Pelayanan Dan Kepuasan Pelanggan Terhadap Loyalitas Pelanggan (Studi 

Kasus Pada Pengguna Jasa Transportasi Bpu. Rosalia Indah). Jurnal Ilmu 

Administrasi Bisnis. 

Zaid, S., Palilati, A., Madjid, R., & Bua, H. (2021). Impact of Service Recovery, 

Customer Satisfaction, and Corporate Image on Customer Loyalty. The 

Journal of Asian Finance, Economics, and Business, 8(1), 961-970. 

Zakaria, F. M. (2017). Pengaruh kualitas pelayanan dan sasaran keselamatan pasien 

terhadap kepuasan pasien rumah sakit prima husada malang. Jurnal Ilmu 

Manajemen Unisma, 2(2), 107-98. 

Zamora, R. (2017). Analisis Faktor-Faktor Yang Mempengaruhi Kualitas 

Pelayanan Terhadap Kepuasan Pelanggan Dalam Pembayaran Rekening 

Listrik B’right PT. PLN Batam Pada Unit Pelayanan Batam 

Centre. BENING, 4(1).


