
xiv 

DAFTAR PUSTAKA 

Buttle, F. (2009). Customer Relationship Management, Concept and 
Technologies (2th ed.) USA: Elsevier 

Buttle, F & Maklan, S. (2015). Customer Relationship Management, 
Concept and Technologies (3th ed.). New York: Routledge 

Payne, A. (2005). Handbook of Consumer Relationship Management, 
Achieving Excellent in Customer Management. Great Britain: Elseiver 

Hill, N & Alexander, J. (2006). The Handbook of Customer Satisfaction and 
Loyalty Measurement (3th ed). New York: Routledge 

Kotler, P & Amstrong, G. (2016). Principle of Marketing (16th ed). 
Amerika: Pearson 

Baran & Galka & Strunk. (2008). Principle of Customer Relationship 
Management. Amerika: Thomson 

Roger, Baran & Galka (2017). Customer Relationship Management. New 
York: Routledge 

Kumar, V & Reinartz, J.W. (2006). Customer Relationship Management a 
Databased Approach. Amerika: Judith R. Joseph 

Rogers, M & Peppers, D. (2017). Managing Customer Experience and 
Relationship (3th ed). Amerika: Wiley 

Hill, N & Roche, G & Allen, Rachel. (2007). Customer Satisfaction, The 
Customer Experience Through The Customer Eyes. London: Cogent 

Belch, B. (2015). Advertising and Promotion, an Integrated Marketing 
Communications Perpective. Amerika: Mc Graw Hill 

Grifiin, J. (2003). Customer Loyalty, Menumbuhkan & Mempertahankan 
Kesetiaan Pelanggan. Jakarta: Erlangga 

Ouwersloot, H & Duncan, Tom. Integrated Marketing Communication. 
United Kingdom: 2008 



	
	

xv 

Chryshna. M. (2016, 13 Mei). Berapa Banyak Pulau di Indonesia. Edukasi 
Kompas.com. Diakses dari 
http://edukasi.kompas.com/read/2016/05/13/17374591/berapa.banyak.
pulau.di.indonesia. 
 
Badan Pusat Stastistik. (2016). Jumlah Penduduk Indonesia 2010. 
Bps.go.id. Diakses dari https://www.bps.go.id/  
 
Beneke. J., Hayworth. C, Hobson. R., Mia. Z.  (2012). Examining The 
Effect of Retail Service Quality Dimensions on Customer Satisfaction and 
Loyalty: The Case of The Supermarket Shopper. Journal of University of 
Cape Town, 28 
 
Neuman, L.W. (2013). Metode Penelitian Sosial: Pendekatan Kualitatif dan 
Kuantitatif (7th ed). Boston: Indeks 
 
Whisnu. B. P. (2017, 21 Juni). Garuda Dinobatkan “World’s Best Cabin 
Crew” Untuk Keempat Kalinya. Diakses dari 
http://www.beritasatu.com/ekonomi/437802-garuda-dinobatkan-
worlds-best-cabin-crew-untuk-keempat-kalinya.html  
 
Johanes. R. P. (2017, 16 Juni). Jadi Maskapai Terbaik Indonesia, Garuda 
Juga Masuk Top 10 Dunia. Diakses dari https://travel.detik.com/travel-
news/d-3532802/jadi-maskapai-terbaik-indonesia-garuda-juga-masuk-
top-10-dunia  
 
Kalakota, R. dan Robinson, M. (2001), E - Business 2.0 Roadmap for 
Success, Massachusetts: Addsion Wesley Longman.  
 
Turner, L. H dan West, R. (2008), Pengantar Teori Komunikasi Analisis 
dan Aplikasi. America: McGraw Hill 
 
Wiryanto. (2004), Pengantar Ilmu Komunikasi. Jakarta: Grasindo 
 
Pawito. (2007), Penelitian Komunikasi Kualitatif. Yogyakarta: LKIS 
Yogyakarta 

 
Barnes, J.G. (2003). Secrets of Customer Relationship Management: It’s All 
about how You Make Them Feel. McGraw-Hill 

 
Moleong, L. J. Metode Penelitian Kualitatif. Bandung: Remaja Rosda 
Karya 
 
Sekaran, Uma & Bougie, Roger. (2010). Research Methods for Business: A 
Skill Building Approach 5th ed. New York: John-Wiley & Son Publisher. 



	
	

xvi 

Afrizal. (2014). Metode Penelitian Kualitatif: Sebuah Upaya Mendukung 
Penggunaan Penelitian Kualitatif dalam Berbagai Disiplin Ilmu (1st ed) 
Jakarta: PT. Raja Grafindo Pustaka 
 
Mulyana, Deddy. 2002. Metode Penelitian Kualitatif. Bandung: PT Remaja 
Rosda Raya 
 
Sugiyono. 2016. Metode Penelitian, Kuantitatif, Kualitatif dan R&D. 
Bandung: IKAPI 
 
Website Garuda Indonesia. (2017). Informasi Mengenai Garuda. Diakses 
dari www.garuda-indonesia.com  
 
Ouswersloot, H & Duncan, T. (2008). Integrated Marketing 
Communication. America: McGraw Hill	


