DAFTAR PUSTAKA

Aji Supriyanto. 2005.”Pengantar Teknologi Informasi”. Edisi Pertama. Penerbit
Salemba Empat. Jakarta

Ali Hasan. 2008. Marketing. Media Utama, Yogyakarta.

Alma, Buchari. 2000. Manajemen Pemasaran dan Pemasaran Jasa.Edisi Revisi.
Cetakan Keempat. Penerbit Alfabeta. Bandung

Alma, Buchari. 2011. Manajemen Pemasaran dan Pemasaran Jasa. Bandung:
Penerbit Alfabeta.

Amin Widjaja Tunggal. 2008. Dasar — Dasar Customer Relationship Management
(CRM). Jakarta: Harvindo.

Trisnawan, A. D. (2014). Pengaruh Kualitas Produk, Harga, Promosi dan Distribusi
terhadap Loyalitas Konsumen Handphone Samsung di Semarang.

Herrmann, A., Xia, L., Monroe, K. B., & Huber, F. (2007). The influence of price
fairness on customer satisfaction: an empirical test in the context of
automobile purchases. Journal of product & brand management, 16(1), 49-
58.

Angelica dan Ria Cahyani. Dasar-Dasar Pemasaran: Pendekatan Manajerial
Global. Buku 2. Edisi 16. Salemba Empat. Jakarta

Jahanshahi, A. A., Gashti, M. A. H., Mirdamadi, S. A., Nawaser, K., & Khaksar, S.
M. S. (2011). Study the effects of customer service and product quality on
customer satisfaction and loyalty. International Journal of Humanities and
Social Science, 1(7), 253-260.

Barnes, James G., (2003). Secrets Of Customer Relationship Management, ANDI,
Yogyakarta

Basu Swastha dan Irawan, 2005, Asas-asas Marketing, Liberty, Yogyakarta

Bates, John E. G., dan Douglas Hoffman. (1999). Managing Services Marketing:
Text and Readings.

Berry, L. L., Parasuraman, A., & Zeithaml, V. A. (1994). Improving service quality
in America: lessons learned. Academy of Management Perspectives, 8(2),
32-45.

69



Bruto dan Margaret, 2006.The Psychological of Women : Seventh Edition. USA :
Wadsworth

Buyens, Jim. 2001. Web Database Development. Elex Media Komputindo. Jakarta

Cannon, Joseph P., William D. Perreault Jr. dan Jerome McCarthy. 2008. Alih
Bahasa: Diana Angelica dan Ria Cahyani. Dasar-Dasar Pemasaran:
Pendekatan Manajerial Global. Buku 2. Edisi 16. Salemba Empat.
Jakarta.Chenyan Xu, D. P. (2015). A Customer Value, Satisfaction, and
Loyalty Perspective of Mobile Application.

Liu, C. T.,Guo, Y. M., & Lee, C. H. (2011). The effects of relationship quality and
switching barriers on customer loyalty. International Journal of
Information Management, 31(1), 71-79

Claes, Robert (2003), Effects of Switching Barriers on Satisfaction, Repurchase
Intentions and Attitudinal Loyalty, Sweden Commerce. A Managerial
Perspective Global Edition. New Jersey: Pearson. Vol. 7

Doelhadi, E.M. (2006). Mengukur Tingkat Kepuasan Pelanggan: Perspektif
Psikologi Konsumen. Fakultas Psikologi Universitas Airlangga. Surabaya.

Dumas, Joseph S. dan Janice C. Redish. 1999. A Practical Guide to Usability
Testing.Revised Edition. Bethesda, USA : Redish & Associates, Inc.

Djamaluddin, S. (2018). Effect of Product Quality and Price on Customer Loyalty
through Customer Satisfaction. International Journal of Business and
Management Invention (IJBMI) , 13-20.

Ehsani, Zahra dan Mohamad Hossein. 2015. Effect of quality and price on customer
satisfaction and commitment in Iran auto industry. International Journal of
Service Science, Management and Engineering, Vol. 1, No. 5.

Fandy Tjiptono, (2005). Brand Management And Strategy. Edisi Pertama. Andi,
Yogyakarta

Fandy Tjiptono. 2008. Strategi Pemasaran. Edisi 3. Yogyakarta: Andi Offset
Fandy, Tjiptono, 2000 .Manajemen Jasa, Andy, Yogyakarta

Farida Jasfar, 2005. Manajemen Jasa Pendekatan Terpadu. Bogor: Ghalia
Indonesia.

120



Fornell, C. (1992) A National Customer Satisfaction Barometer: The Swedish
Experience. Journal of Marketing, Vol. 56.

Fred R. David, 2009, Manajemen Strategis. Salemba Empat Jakarta.

Goffin, K. (1999). Customer support. A cross-industry study of distribution, 374-
397.

Goffin, K. (2001). Customer support and new product development and exploratory
study, 275-301.

Graeme McLean, A. W. (2016). Evolving the online customer experience ... is
there a role for online costumer support?.

Griffin, Ricki W dan Ronal J Ebert. 2007. Bisnis Edisi 8. Jakarta: Erlangga

Guntur, Dr. Effendi M. 2010. Transformasi Manajemen Pemasaran+Membangun
Citra Negara. Sagung Seto, Jakarta.

Hansemark, Albinsson, (2004) "Customer satisfaction and retention: the
experiences of individual employees”, Managing Service Quality: An
International Journal, Vol. 14 Iss: 1, pp.40 — 57

HM, Jogiyanto, 1999, Analisis dan Desain Sistem Informasi: Pendekatan
Terstruktur Teori dan Praktek Aplikasi Bisnis, ANDI Yogyakarta,
Yogyakarta

Hurriyati, Ratih. (2010). Bauran Pemasaran dan Loyalitas Konsumen. Bandung:
ALFABETHA.

International Organization for Standardization, (1998), ISO 9241-11: Guidance on
Usability

Japarianto, G. E. (n.d.). Pengaruh Customer Satisfaction Dan Switching Barrier
Terhadap Customer Loyalty Dengan Customer Trust Sebagai Variable
Moderating Pada Toko Buku Petra Togamas Surabaya.

Jeff Axup., (2004). Usability Professionals Association, About Usability. John
Wiley and Sons Inc.

Julander, C.R., Ragnar Soderberg dan Magner Soderlund. 2003. Effects of
Switching Barriers on Satisfaction, Repurchase Intentions and Attitudinal
Loyalty. Stockholm School of Economics.

121



Kamus Besar Bahasa Indonesia. (1998). Jakarta: Pustaka Amani

Kotler dan Amstrong. 2008. Prinsip-prinsip Pemasaran. Jilid 1 dan 2.Edisi 12.
Jakarta: Erlangga.

Kotler dan Keller. 2009. Manajemen Pemasaran. Jilid I. Edisi ke 13. Jakarta:
Erlangga

Kotler, Philip, dan Gary Armstrong 2012. Prinsip-prinsip Pemasaran. Edisi 13.
Jilid 1. Erlangga : Jakarta.

Kotler, Philip.2003. Manajemen Pemasaran. Edisi kesebelas, Jakarta: Indeks
kelompok Gramedia

Luis V. Casalo, C. F. (2008). The role of satisfaction and website usability in
developing customer loyalty and positive word-of-mouth in the e-banking
services, 399-417.

Lupiyoadi dan Hamdani, 2006. Manajemen Pemasaran jasa. Edisi kedua. Penerbit
Salemba Empat: Jakarta

Machfoedz, Mahmud. (2010), “Komunikasi Pemasaran Modern”, Cetakan
Pertama, Cakra llmu, Yogyakarta.

Martenson, R. (2007). Corporate brand image, satisfaction and store loyalty A
study of the store as a brand, store brands and manufacturer brands, 544-
552.

Michael A. Jones, D. L. (2000). Switching Barriers and Repurchase Intentions in
Service , 259-274.

Minkyoung Kim, Y. C.-C. (2015). The effects of quality on the satisfaction and the
loyalty of smartphone users.

Moon-Koo Kim, M.-C. P.-H. (2004). The effects of customer satisfaction and
switching barrier on customer loyalty in Korean mobile telecommunication
services , 146-159.

Moon Ko Kim, S. F. (2016). Determinants of customer loyalty in the Korean
smartphone market: Moderating effects of usage characteristics. Telematics
and Informatics, 936-949.

122



Mowen, John C; Michael Minor. 2008. Consumer Behavior 6ed. New Jersey :
Prentice-Hall,Inc.

Muhammad Ehsan Malik, M. M. (2012). Impact of Brand Image, Service Quality
and price on customer satisfaction in Pakistan Telecommunication sector,
123-129.

Musanto, T. 2004, Faktor-Faktor Kepuasan Pelanggan dan Loyalitas Pelanggan:
Studi Kasus pada CV. Sarana Media Advertising Surabaya Jurnal
Manajemen & Kewirausahaan Vol. 6, NO.2, September 2004: 123 — 136.

Nai-Jen Chang, C.-M. F. (2010). Green product quality, green corporate image,
green customer satisfaction, and green customer loyalty, 2837-2844.

Nielson, Retrieved from: http://www.nielsenonline.com/intlpage.html. Oliver, R.
L. (1981). “Measurement and Evaluation of Satisfaction Processes in Retail
Settings,” Journal of Retailing, 57(3), pp.25-48.

Nining Haslinda Zainal, Analisis Kesesuaian Tugas Pokok dan Fungsi dengan
Kompetensi Pegawai pada Sekretariat Pemerintah Kota Makassar,
Universitas Hasanuddin: Skripsi, 2008.

Oliver, Richard I, 1997. Satisfaction: A Behavioral Perpective On The Consumer,
The McGraw-Hill Companise, Inc : New York.

Olubosola, A. O. (2015). User Satisfaction In Mobile Applications.

Omar A. El Sawy, G. B. (1997). Redesigning the Customer Support Process for the
Electronic Economy: Insights from storage dimensions, 457-483.

P. Roger S. Pressman dan P. Bruce R. Maxim, Software Engineering A
Practitioner's Approach, Singapore: Mc Graw Hill Education, 2015.

Paurav Shukla .2004. Effect of Product Usages, Satisfaction and Invelovement on
Brand Switching Behavior. Asia Pacific Journal of marketing and Logistics.
Vol 16. No 4. Hal. 23-82.

Philip Kotler dan Kevin L. Keller. 2006. Manajemen Pemasaran edisi ke 12 Jilid
ke 1. New Jersey, Indeks

Philip Kaotler, 2002, Manajemen Pemasaran, Edisi Millenium, Jilid 2, PT
Prenhallindo, Jakarta

123



Putra, R. S. (2018). Pengaruh Keterikatan Kerja Dan Kepuasan Kerja Terhadap
Kualitas Pelayanan (CV. Honda Semoga Jaya). 11-20.

Priyanto, U., & Nugroho, S. Y. (2013). Analysis Of Effect Of Quality Product And
Quality Service To Customer Satisfaction In Converse The Jakarta City
Store Senayan. Jurnal Ekonomika dan Manajemen, 2(2).

Rahadi, D. R. (2014). Pengukuran Usability Sistem Menggunakan Use
Questionnaire Pada Aplikasi, 661-61

Ranaweera, C. and J. Prabhu. (2003). The Influence of Satisfaction, Trust and
Switching Barriers on Customer Retention in a Continuous Purchasing
Setting. International Journal of Service Industry Management. Readings.
Orlando: The Dryden Press Harcourt Brace College Publisher.

S. Supriyanto dan Ernawati, 2010. Judul: Pemasaran Industri Jasa Kesehatan.
Penerbit CV Andi Offset: Yogyakarta

Schiffman, Leon.G. dan Leslie Lazar Kanuk. (2007). Perilaku Konsumen. Edisi Ke-
7. Diterjemahkan oleh Zoelkifli Kasip. PT. Indeks, Jakarta

Sera Prasetya, M. I. (2017). Pengaruh nilai pelanggan dan citra perusahaan terhadap
kepuasan pelanggan menginap di alpha hotel pecan baru.

Setia, L. D. (n.d.). Evaluasi Usability untuk mengetahui aksestabilitas aplikasi
berbasis web.

Sie, W. K. (2015). The impact of personal innovativeness on product aesthetics and
self-connection with brand: a case study of mobile phone users.

Siswanto Sutojo, 2009, Manajemen Pemasaran, edisi kedua, Penerbit: Damar
Mulia Pustaka, Jakarta

Sun Gi Chun, D. C. (2013). Are Student Satisfed With The Use Of Smartphone
Apps? Issues in Information Systems, 23-33.

Suratno, A. F. (2016). Pengaruh Citra Perusahaan Dan Kualitas Pelayanan
Terhadap Loyalitas Pelanggan Dengan Kepuasan Pelanggan Sebagai
Variable Intervening Pada PT. Pelabuhan 11l Semarang. Tjiptono, Fandy.
2010, Strategi Pemasaran, Edisi 2, Andi Offset, Yogyakarta.

Sutisna. (2001). Perilaku Konsumen dan Komunikasi Pemasaran. PT. Remaja
Rosdakarya, Bandung.

124



Tjiptono, Fandy. 2014, Pemasaran Jasa — Prinsip, Penerapan, dan Penelitian,
Andi Offset, Yogyakarta.

Ton Wallin Andreassen, B. L. (1998). the effect corporate image in the formation
of customer loyalty, 82-92.

Tsiotsou, R. (2006). The role of perceived product quality and overall satisfaction
on purchase intentions, 207-2017.

Turban Effraim, Leidner, McLean, Wetherbe. (2008). Information Technology for
Management.

Turban, E, David King, Jae Lee, Ting-Peng Liang, and Deborrah C. Turban. 2012.
Electronic

Umarino, C. F. (2017). Citra Pku Muhammadiyah Yogyakarta.
Usmara, A, 2008. Strategi Baru Manajemen Pemasaran. Jakarta: Amara Books.

Wei wei, Tang. 2007. Impact of corporate image and corporate reputation on
customer loyalty. Jurnal management science & engineering, Vol 1 No.2
December 2007

Y., D. L. (2014). Antecedents and consequences of mobile phone usability: Linking
simplicity and interactivity to satisfaction, trust, and brand loyalty.

Yudha Widyantoro Prabowo, A. E. (n.d.). Pengaruh Citra Perusahaan Dan Kualitas
Pelayanan Terhadap Keputusan Penggunaan Jasa Pengiriman Paket PT Pos
Indonesia.

Zeithaml, Bitner, Gremler. 2006. “Services Marketing: Integrating Customer Focus
Across The Firm”, Singapore, The MCGraw-Hill Companies

Zeithmal, V.A. & Merry Jo. Bitner, 2000, “Service Marketing”. 2 nd editions, New
York: Mc Graw Hill.

Zhaohua Deng, Y. L. (2009). Understanding customer satisfaction and loyalty: An
empirical study of mobile instant messages in China, 289-300.

Mau Tahu Hasil Riset Google Soal Penggunaan "Smartphone” Di Indonesia?:
https://tekno.kompas.com/read/2015/11/19/23084827/Mau.Tahu.Hasil.Ris
et.Google.soal.Penggunaan.Smartphone.di.Indonesia

125



5 Pencapaian Xiaomi yang Bakal Bikin Kamu Makin Kagum!:
https://www.teknosaurus.com/2018/07/12/pencapaian-xiaomi-yang-bikin-
kagum/2/

Kemudahan dengan Android Apps:
https://beritaaplikasi.com/index.php/2017/06/19/5-kemudahan-dengan-
android-apps/

5 Merek Smartphone Terlaris di Indonesia:
https://www.liputan6.com/tekno/read/3638067/5-merek-smartphone-
terlaris-di-indonesia

5 Inovasi Xiaomi Selain Smartphone: https://www.ucnews.id/news/5-Inovasi-
Xiaomi-Selain-Smartphone/189164331305586.html

Indonesia diproyeksi lampaui 100 juta pengguna smartphone di 2018, keempat di
dunia: https://id.techinasia.com/jumlah-pengguna-smartphone-di-
indonesia-2018

Penjualan Xiaomi Bikin Keok Samsung dan Apple:
https://www.viva.co.id/digital/digilife/1032692-penjualan-xiaomi-bikin-
keok-samsung-dan-apple

Indonesia ~ Pembeli Smartphone  Terbesar  di Asia  Tenggara:
https://www.liputan6.com/tekno/read/2058515/indonesia-pembeli-
smartphone-terbesar-di-asia-tenggara

Review Redmi Note 5 — Ponsel Murah dengan Performa Tinggi dan Kamera
Memuaskan: https://gadgetren.com/2018/08/13/review-redmi-note-5-
ponsel-murah-dengan-performa-tinggi-dan-kamera-memuaskan/

Xiaomi Ungkap Rahasia Tembus Target 100 Juta Unit Smartphone:
https://tekno.kompas.com/read/2018/11/06/07080017/xiaomi-ungkap-
rahasia-tembus-target-100-juta-unit-smartphone

Apakah  iOS  Lebih Baik dari  Android? Ini 7  Faktanya:
https://jalantikus.com/gadgets/android-lebih-baik-dari-ios

13 Produk Xiaomi Yang Medapatkan Penghargaan 2018 iF Design Award:
https://c.mi.com/forum.php?mod=viewthread&tid=758174&aid=1665634
&from=album&page=1

126



Editor’s ~ Choice  2018: Smartphone  Dengan  Kinerja  Terbaik:
https://selular.id/2018/07/editors-choice-2018-smartphone-dengan-kinerja-
terbaik/

Xiaomi Vendor Ponsel Terbesar ke-2 di Indonesia:
https://www.viva.co.id/digital/digilife/1032692-penjualan-xiaomi-bikin-
keok-samsung-dan-apple

127



