
 
 
 

103 

DAFTAR PUSTAKA 

 

Abosag, I., & Farah, M. F. (2014). The influence of religiously motivated consumer 

boycotts on brand image, loyalty and product judgment. European Journal of 
Marketing, 48(11–12). https://doi.org/10.1108/EJM-12-2013-0737 

Aburumman, N., & Nieto, A. (2019). the Effect of Products Attributes Customer 

Satisfaction on Brand. Oradea Journal of Business and Economics, IV(May). 

Affandi, M., Suherman, S., & Aditya, S. (2023). Efek Mediasi Brand Trust dalam 

Pengaruh Brand Image dan E–Service Quality Terhadap Customer Loyalty 

Bukalapak. SINOMIKA Journal: Publikasi Ilmiah Bidang Ekonomi dan 
Akuntansi, 1(6). https://doi.org/10.54443/sinomika.v1i6.731 

Afthanorhan, A., Awang, Z., Rashid, N., Foziah, H., & Ghazali, P. L. (2019). 

Assessing the effects of service quality on customer satisfaction. Management 
Science Letters, 9(1). https://doi.org/10.5267/j.msl.2018.11.004 

Ahmad, A., & Khan, M. N. (2017). Developing a Website Service Quality Scale: A 

Confirmatory Factor Analytic Approach. Journal of Internet Commerce, 16(1). 

https://doi.org/10.1080/15332861.2017.1283927 

Ahmad, W., & Zhang, Q. (2020). Green purchase intention: Effects of electronic 

service quality and customer green psychology. Journal of Cleaner 
Production, 267. https://doi.org/10.1016/j.jclepro.2020.122053 

Ajzen, I. (1991). The Theory of Planned Behavior. 

Ajzen, I. (2020). The theory of planned behavior: Frequently asked questions. 

Human Behavior and Emerging Technologies, 2(4). 

https://doi.org/10.1002/hbe2.195 

Akbar, A. A., & Djatmiko, T. (2016). Pengaruh E-Service Quality Terhadap E-

Customer Satisfaction Dan E-Customer Loyalty Pada Lazada.Co.Id the Impact 

of E-Service Quality Towards E-Customer Satisfaction and E-Customer 

Loyalty in Lazada.Co.Id. e-Proceeding of Management, 3(1). 

Akbar, A., Pradana, M., Wardhana, A., & Adhiim, D. M. (2021). The effect of e-

service quality on e-customer loyalty of a financial technology applications 

through e-customer satisfaction as intervening variable. Italienisch, 11(2). 

Akhmadi, M. D. D., & Martini, E. (2020). PENGARUH E-SERVICE QUALITY 

TERHADAP KEPUASAN DAN LOYALITAS PELANGGAN APLIKASI 

OVO. Jurnal Mitra Manajemen, 4(5). 

https://doi.org/10.52160/ejmm.v4i5.385 

Aksar, M., Kayani, M. bilal, & Murad, A. (2019). A Study of Customer Satisfaction 

and Customer Loyalty in the Restaurant and Hotel Industry of Pakistan. Global 
Journal of Emerging Sciences, 1(2). 

Al-dweeri, R. M., Obeidat, Z. M., Al-dwiry, M. A., Alshurideh, M. T., & Alhorani, 

A. M. (2017). The Impact of E-Service Quality and E-Loyalty on Online 

Shopping: Moderating Effect of E-Satisfaction and E-Trust. International 
Journal of Marketing Studies, 9(2). https://doi.org/10.5539/ijms.v9n2p92 

Al-dweeri, R. M., Ruiz Moreno, A., Montes, F. J. L., Obeidat, Z. M., & Al-dwairi, 

K. M. (2019). The effect of e-service quality on Jordanian student’s e-loyalty: 

an empirical study in online retailing. Industrial Management and Data 
Systems, 119(4). https://doi.org/10.1108/IMDS-12-2017-0598 



 
 
 

104 

Alflayyeh, S. (2023). AN INTEGRATIVE FRAMEWORK OF REPURCHASE 

INTENTIONS WITH THE EFFECTS OF CONSUMER ETHNOCENTRISM 

AND CONSUMER ANIMOSITY WITH MEDIATING ROLE OF 

CONSUMER LOYALTY. Dalam Journal of Management & Technology (Vol. 

23). 

Alflayyeh, S., & Naeem, H. A. (2021). An integrative framework of retailscape: 

Case of grocery retail stores in Saudi Arabia. International Journal of 
Advanced and Applied Sciences, 8(5). 

https://doi.org/10.21833/ijaas.2021.05.003 

Alhaddad, A. (2015). A Structural Model of the Relationships Between Brand 

Image, Brand Trust and Brand Loyalty. International Journal of Management 
Research & Review, 5(3). 

Ali, A., Sherwani, M., Ali, A., Ali, Z., & Sherwani, M. (2020). Investigating the 

antecedents of halal brand product purchase intention: an empirical 

investigation. Journal of Islamic Marketing, 12(7). 

https://doi.org/10.1108/JIMA-03-2019-0063 

Ali, H., Narulita, E., & Nurmahdi, A. (2018). The Influence of Service Quality, 

Brand Image and Promotion on Purchase Decision at MCU Eka Hospital. 

Saudi Journal of Business and Management Studies (SJBMS), 6663. 

Anwar, S., Min, L., & Dastagir, G. (2019). Effect of Service Quality, Brand Image, 

Perceived Value on Customer Satisfaction and Loyalty in the Chinese Banking 

Industry. International Journal of Business, Economics and Management 
Works, 6(3). 

Areiza-Padilla, J. A., Cervera-Taulet, A., & Puertas, M. A. M. (2020). 

Ethnocentrism at the coffee shop industry: A study of starbucks in developing 

countries. Journal of Open Innovation: Technology, Market, and Complexity, 

6(4). https://doi.org/10.3390/joitmc6040164 

Ashiq, R., & Hussain, A. (2024). Exploring the effects of e-service quality and e-

trust on consumers’ e-satisfaction and e-loyalty: insights from online shoppers 

in Pakistan. Journal of Electronic Business & Digital Economics, 3(2). 

https://doi.org/10.1108/jebde-09-2023-0019 

Babin, B. J., & Zikmund, W. G. (2016). Exploring Marketing Research, 11th 

Edition. Dalam Journal of Chemical Information and Modeling (Vol. 53, 

Nomor 9). 

Başer, İ. U., Cintamür, İ. G., & Arslan, F. M. (2016). EXAMINING THE EFFECT 

OF BRAND EXPERIENCE ON CONSUMER SATISFACTION, BRAND 

TRUST AND BRAND LOYALTY. İktisadi ve İdari Bilimler Dergisi, 37(2). 

https://doi.org/10.14780/iibd.51125 

Berman, L. (2017, September 27). Converse Sales Plunged Last Quarter. The 

Street. 

BİLGİN, Y. (2018). THE EFFECT OF SOCIAL MEDIA MARKETING 

ACTIVITIES ON BRAND AWARENESS, BRAND IMAGE AND BRAND 

LOYALTY. Business & Management Studies: An International Journal, 6(1). 

https://doi.org/10.15295/bmij.v6i1.229 

Bougie, R., & Sekaran, U. (2020). Research Methods for Business A Skill-Building 

Approach Eight Edition. Dalam John Wiley &Sons Ltd. 



 
 
 

105 

Brakus, J. J., Schmitt, B. H., & Zarantonello, L. (2009). Brand Experience: What Is 

It? How Is It Measured? Does It Affect Loyalty? Journal of Marketing, 73(3). 

https://doi.org/10.1509/jmkg.73.3.52 

Budiono, S., & Purba, J. T. (2021). Robust Least Squared Model: How to Maintain 

Brand Loyalty at Starbucks Indonesia. IEOM Society International, 2442, 

2453. 

Cassia, D. F., & Magno, D. F. (2024). Effects of Ethnocentrism on International 

Hospitality Brands: A Cross-Country Study of Starbucks. Journal of 
Hospitality and Tourism Research, 48(7). 

https://doi.org/10.1177/10963480221133778 

Chen, Y. S. (2013). Towards green loyalty: Driving from green perceived value, 

green satisfaction, and green trust. Sustainable Development, 21(5). 

https://doi.org/10.1002/sd.500 

Cho, Y. S., Chung, J. B., Kim, S. A., & Lee, K. K. (2018). How do Korean customers 

respond to Japanese retailers? Journal of Distribution Science, 16(9). 

https://doi.org/10.15722/jds.16.9.201809.5 

Choi, Y. G., Ok, C. M., & Hyun, S. S. (2017). Relationships between brand 

experiences, personality traits, prestige, relationship quality, and loyalty: An 

empirical analysis of coffeehouse brands. International Journal of 
Contemporary Hospitality Management, 29(4). 

https://doi.org/10.1108/IJCHM-11-2014-0601 

Dam, S. M., & Dam, T. C. (2021). Relationships between Service Quality, Brand 

Image, Customer Satisfaction, and Customer Loyalty. Journal of Asian 
Finance, Economics and Business, 8(3). 

https://doi.org/10.13106/jafeb.2021.vol8.no3.0585 

Das, G., Agarwal, J., Malhotra, N. K., & Varshneya, G. (2019). Does brand 

experience translate into brand commitment?: A mediated-moderation model 

of brand passion and perceived brand ethicality. Journal of Business Research, 

95. https://doi.org/10.1016/j.jbusres.2018.05.026 

Elliott, R., & Wattanasuwan, K. (1998). Brands as symbolic resources for the 

construction of identity. International Journal of Advertising, 17(2). 

https://doi.org/10.1080/02650487.1998.11104712 

Et. al., R. A. M. F. (2021). UKM Goes to Online: Etnocentrism and Brand Image of 

Purchase Decisions with Customer Satisfaction as Intervening (Cimahi City 

Sibori Batik Case Study). Turkish Journal of Computer and Mathematics 
Education (TURCOMAT), 12(4). https://doi.org/10.17762/turcomat.v12i4.571 

Farooq, M., Muhammad, S., Raju, V., Kalimuthu, K. R., & Qadir, A. (2019). 

Measuring and Comparing the Desired and Actual Service Quality of Pakistan 

International Airline. The Journal of Social Sciences Research, 52. 

https://doi.org/10.32861/jssr.52.484.490 

Fasihah, W. N., Jasni, W., Raziff, M., Mohd, J., & Hanafiah, H. (2020). Online 

travel agencies (OTAs) e-service quality, brand image, customer satisfaction 

and loyalty. Journal of Tourism, Hospitality & Culinary Arts (JTHCA) 2020, 

12(2). 

Febrianti, R. A. M., Arafah, A. G. M., Ismail, H. A., & Nurfitriani, N. (2021). UKM 

Goes to Online: Etnocentrism and Brand Image of Purchase Decisions with 

Customer Satisfaction as Intervening (Cimahi City Sibori Batik Case Study). 



 
 
 

106 

Turkish Journal of Computer and Mathematics Education (TURCOMAT), 
12(4). https://doi.org/10.17762/turcomat.v12i4.571 

Feroza A., Muh., Muhdiyanto, M., & Pramesti, D. A. (2018). CREATING E-

LOYALTY ON ONLINE SHOPPING TRANSACTION THROUGH E-

SERVICE QUALITY AND E-TRUST. Muhammadiyah International Journal 
of Economics and Business, 1(1). https://doi.org/10.23917/mijeb.v1i1.7305 

Fuentes-Blasco, M., Moliner-Velázquez, B., & Gil-Saura, I. (2017). Analyzing 

heterogeneity on the value, satisfaction, word-of-mouth relationship in 

retailing. Management Decision, 55(7). https://doi.org/10.1108/MD-03-2016-

0138 

Ghozali, I. (2017). Model Persamaan Struktural Konsep Dan Aplikasi dengan 

Program AMOS 24. Update Bayesian SEM. Edisi 7. Dalam Semarang: Badan 
Penerbit Universitas Diponegoro. 

Giang, N. T. (2015). The Impact of Consumer Animosity and Consumer 

Ethnocentrism on Intention to Purchase Foreign Products: The Case of 

Chinese Branded Household Appliances in Vietnam Market. Journal of 
Economics and Behavioral Studies, 7(4(J)). 

https://doi.org/10.22610/jebs.v7i4(j).591 

Ginting, Y. M., Chandra, T., Miran, I., & Yusriadi, Y. (2023). Repurchase intention 

of e-commerce customers in Indonesia: An overview of the effect of e-service 

quality, e-word of mouth, customer trust, and customer satisfaction mediation. 

International Journal of Data and Network Science, 7(1). 

https://doi.org/10.5267/j.ijdns.2022.10.001 

Gotama, F., & Indarwati, T. A. (2019). The Effects of E-Trust and E-Service Quality 

to E-Loyalty with E-Satisfaction as the Mediation Variable (The Study of 

Bebas Bayar Application User’s in Indonesian). Jurnal Minds: Manajemen Ide 
dan Inspirasi, 6(2). https://doi.org/10.24252/minds.v6i2.9503 

Hair Jr., J. F., Anderson, R. E., Babin, B. J., & Black, W. C. (2019). Multivariate 

Data Analysis, Multivariate Data Analysis. Book, 87(4). 

Han, C. M., & Guo, C. (2018). How Consumer Ethnocentrism (CET), Ethnocentric 

Marketing, and Consumer Individualism Affect Ethnocentric Behavior in 

China. Journal of Global Marketing, 31(5). 

https://doi.org/10.1080/08911762.2018.1437649 

Handayani, D. F. R., PA, R. W., & Nuryakin, N. (2021). The influence of e-service 

quality, trust, brand image on Shopee customer satisfaction and loyalty. Jurnal 
Siasat Bisnis, 25(2). https://doi.org/10.20885/jsb.vol25.iss2.art3 

Hanifa, O., Kurniawati, T., & Rahmidani, R. (2019). PENGARUH HARGA DAN 

KUALITAS LAYANAN TERHADAP LOYALITAS PELANGGAN GO-JEK 

DENGAN KEPUASAN PELANGGAN SEBAGAI VARIABEL 

MEDIASIPADA MAHASISWA UNIVERSITAS NEGERI PADANG. Jurnal 
Ecogen, 1(4). https://doi.org/10.24036/jmpe.v1i4.5658 

Harsya, C., Dan, N., & Alversia, Y. (2020). Pengaruh Customer Engagement di 

Media Sosial terhadap Brand Intimacy pada Produk Fashion Lokal Indonesia. 

Jurnal Manajemen dan Usahawan Indonesia. 

Hartono, C., & Rodhiah, R. (2021). The Effect of Brand Communication, Brand 

Experience, and Brand Image on Yamaha Brand Loyalty in West Jakarta: 

Brand Trust as a Mediation Variable. Budapest International Research and 
Critics Institute (BIRCI-Journal). https://doi.org/10.33258/birci.v4i4.3503 



 
 
 

107 

Hartono, C., Silintowe, Y. B. R., & Huruta, A. D. (2021). The ease of transaction 

and e-service quality of e-commerce platform on online purchasing decision. 

BISMA (Bisnis dan Manajemen), 13(2). 

https://doi.org/10.26740/bisma.v13n2.p81-93 

Hasan, M. A. (2019). Does globalization accelerate economic growth? South Asian 

experience using panel data. Journal of Economic Structures, 8(1). 

https://doi.org/10.1186/s40008-019-0159-x 

He, J., & Wang, C. L. (2015). Cultural identity and consumer ethnocentrism impacts 

on preference and purchase of domestic versus import brands: An empirical 

study in China. Journal of Business Research, 68(6). 

https://doi.org/10.1016/j.jbusres.2014.11.017 

Hong, E. P., Park, J. K., Jaroenwanit, P., Siriyota, K., & Sothonvit, A. (2023). The 

effect of customer ethnocentrism and customer participation on global brand 

attitude: The perspective of Chinese customer. Journal of Retailing and 
Consumer Services, 70. https://doi.org/10.1016/j.jretconser.2022.103167 

Huang, C. C. (2017). The impacts of brand experiences on brand loyalty: mediators 

of brand love and trust. Management Decision, 55(5). 

https://doi.org/10.1108/MD-10-2015-0465 

Hussein, A. S. (2018a). Effects of brand experience on brand loyalty in Indonesian 

casual dining restaurant: Roles of customer satisfaction and brand of origin. 

Tourism and Hospitality Management, 24(1). 

https://doi.org/10.20867/thm.24.1.4 

Hussein, A. S. (2018b). Effects of brand experience on brand loyalty in Indonesian 

casual dining restaurant: Roles of customer satisfaction and brand of origin. 

Tourism and Hospitality Management, 24(1). 

https://doi.org/10.20867/thm.24.1.4 

Hwang, J., Choe, J. Y. (Jacey), Kim, H. M., & Kim, J. J. (2021). Human baristas 

and robot baristas: How does brand experience affect brand satisfaction, brand 

attitude, brand attachment, and brand loyalty? International Journal of 
Hospitality Management, 99. https://doi.org/10.1016/j.ijhm.2021.103050 

Hwang, J., & Hyun, S. S. (2012). The Antecedents and Consequences of Brand 

Prestige in Luxury Restaurants. Dalam Asia Pacific Journal of Tourism 
Research (Vol. 17, Nomor 6). https://doi.org/10.1080/10941665.2011.640697 

Ibojo, B. O. (2015). Impact of Customer Satisfaction on Customer Retention: A 

Case Study of a Reputable Bank in Oyo, Oyo State. Nigeria. International 
Journal of Managerial Studies and Research, 3(2). 

Ihsan, H. (2015). VALIDITAS ISI ALAT UUKUR PENELITIAN: KONSEP DAN 

PANDUAN PENILAIANNYA. PEDAGOGIA Jurnal Ilmu Pendidikan, 13(3). 

https://doi.org/10.17509/pedagogia.v13i3.6004 

Irawati, C. (2021). Pengaruh Brand Experience dan Brand Image terhadap Brand 

Loyalty pada Pelanggan BonCabe di Jakarta: Customer Satisfaction debagai 

Variabel Mediasi. Jurnal Manajemen Bisnis dan Kewirausahaan, 5(1). 

https://doi.org/10.24912/jmbk.v5i1.10230 

Isa, A. M., Saud, M. B., & Ismail, M. D. (2016). Examining reasons for post-

purchase satisfaction in buying local brands: When local meets local. Asia 
Pacific Management Review, 21(1). 

https://doi.org/10.1016/j.apmrv.2015.10.001 



 
 
 

108 

Jeon, M. M., & Jeong, M. (2017). Customers’ perceived website service quality and 

its effects on e-loyalty. International Journal of Contemporary Hospitality 
Management, 29(1). https://doi.org/10.1108/IJCHM-02-2015-0054 

Kang, J., Manthiou, A., Sumarjan, N., & Tang, L. (Rebecca). (2017). An 

Investigation of Brand Experience on Brand Attachment, Knowledge, and 

Trust in the Lodging Industry. Journal of Hospitality Marketing and 
Management, 26(1). https://doi.org/10.1080/19368623.2016.1172534 

Kanyama, J., Nurittamont, W., & Siripipatthanakul, S. (2022). Hotel Service 

Quality and Its Effect on Customer Loyalty : The Case of Ubon Ratchathani, 

Thailand during COVID-19 Pandemic. Dalam Journal of Management in 
Business, Healthcare, and Education (JMBHE) (Vol. 1, Nomor 2). 

Kaur, B., Kaur, J., Pandey, S. K., & Joshi, S. (2023). E-service Quality: 

Development and Validation of the Scale. Global Business Review, 24(5). 

https://doi.org/10.1177/0972150920920452 

Kaya, B., Behravesh, E., Abubakar, A. M., Kaya, O. S., & Orús, C. (2019). The 

Moderating Role of Website Familiarity in the Relationships Between e-

Service Quality, e-Satisfaction and e-Loyalty. Journal of Internet Commerce, 

18(4). https://doi.org/10.1080/15332861.2019.1668658 

Khan, I., & Fatma, M. (2017). Antecedents and outcomes of brand experience: An 

empirical study. Journal of Brand Management, 24(5). 

https://doi.org/10.1057/s41262-017-0040-x 

Kibret, A. T., & Shukla, A. (2021). Is Consumer ethnocentrism scale, CETSCALE, 

applicable in Africa? Journal of Global Marketing, 34(5). 

https://doi.org/10.1080/08911762.2021.1886384 

Koay, K. Y., & Derek, O. L. T. (2016). The mediating role of customer satisfaction 

in customer retention model: A case of local automobile brands in Malaysia. 

Pertanika Journal of Social Sciences and Humanities, 24(October). 

Kotler, P. , & & Keller, K. L. (2021). (2021). Marketing management (15th ed.). 

Pearson Education. Dalam Energies (Vol. 13, Nomor 4). 

Krystallis, A., & Chrysochou, P. (2014). The effects of service brand dimensions on 

brand loyalty. Journal of Retailing and Consumer Services, 21(2). 

https://doi.org/10.1016/j.jretconser.2013.07.009 

Kurniawan, A., Marlinah, L., & Noverha, Y. (2024). The Role of Satisfaction 

Customers as Mediator of the Influence of E-Service Quality and Perceived 

Price on Customer Loyalty in Gojek Online Transportation Services. 

International Journal of Health, Economics, and Social Sciences (IJHESS), 
6(2), 414–425. https://doi.org/10.56338/ijhess.v6i2.5103 

Kusuma, N. B. A. P., & Miartana, I. P. (2018). Brand Awareness, Brand Loyalty, 

Perceived Quality, Brand Association Brand Preference dan Purchase 

Intention. Jurnal Manajemen dan Bisnis, 15(2). 

Laurent, F. (2016). Pengaruh E-Service Quality Terhadap Loyalitas Pelanggan Go-

Jek Melalui Kepuasan Pelanggan. Jurnal Agora, 4(2). 

Leavy, P. L. (2017). Arts-based research design. Dalam Research design: 
Quantitative, qualitative, mixed methods, arts-based, and community-based 
participatory research approaches. 

Leonidou, L. C., Leonidou, C. N., & Kvasova, O. (2010). Antecedents and 

outcomes of consumer environmentally friendly attitudes and behaviour. 



 
 
 

109 

Journal of Marketing Management, 26(13–14). 

https://doi.org/10.1080/0267257X.2010.523710 

Li, X., Yang, J., Wang, X., & Lei, D. (2012). The impact of country-of-origin image, 

consumer ethnocentrism and animosity on purchase intention. Journal of 
Software, 7(10). https://doi.org/10.4304/jsw.7.10.2263-2268 

Liu, C., & Hong, J. (2020). The Effects of Consumer Cosmopolitanism and 

Consumer Ethnocentrism on Cross-border E-commerce in China. Korea 
International Trade Research Institute, 16(3). 

https://doi.org/10.16980/jitc.16.3.202006.43 

Lo, S. C., Tung, J., Wang, K. Y., & Huang, K.-P. (2017). Country-of-origin and 

Consumer Ethnocentrism: Effect on Brand Image and Product Evaluation. 

Journal of Applied Sciences, 17(7). https://doi.org/10.3923/jas.2017.357.364 

Loureiro, S. M. C., Guerreiro, J., & Tussyadiah, I. (2021). Artificial intelligence in 

business: State of the art and future research agenda. Journal of Business 
Research, 129. https://doi.org/10.1016/j.jbusres.2020.11.001 

M Liliana. (2020). Strategic Brand Management Building, Measuring, and 
Managing Brand Equity (Fifth Edition). Pearson Education. 2016. 

Ma, J., Yang, J., & Yoo, B. (2020). The moderating role of personal cultural values 

on consumer ethnocentrism in developing countries: The case of Brazil and 

Russia. Journal of Business Research, 108. 

https://doi.org/10.1016/j.jbusres.2019.12.031 

Maison, D., & Maliszewski, N. (2016). “Worse but ours,” or “Better but theirs?” - 

The role of Implicit Consumer Ethnocentrism (ICE) in product preference. 

Frontiers in Psychology, 7(NOV). https://doi.org/10.3389/fpsyg.2016.01830 

Makanyeza, C. (2015). Consumer Awareness, Ethnocentrism and Loyalty: An 

Integrative Model. Journal of International Consumer Marketing, 27(2). 

https://doi.org/10.1080/08961530.2014.980927 

Malhotra, & Naresh. (2019). Marketing Research: An Applied Orientation. 

Marketing Research. 

Margaretha, R., & Rodhiah, R. (2021). Brand Experience, Brand Image, and Brand 

Trust to Nike’s Loyalty Brand in Jakarta. Budapest International Research and 
Critics Institute (BIRCI-Journal). https://doi.org/10.33258/birci.v4i4.3504 

Matzler, K., Bailom, F., Hinterhuber, H. H., Renzl, B., & Pichler, J. (2004). The 

asymmetric relationship between attribute-level performance and overall 

customer satisfaction: A reconsideration of the importance-performance 

analysis. Industrial Marketing Management, 33(4). 

https://doi.org/10.1016/S0019-8501(03)00055-5 

Meesala, A., & Paul, J. (2018). Service quality, consumer satisfaction and loyalty 

in hospitals: Thinking for the future. Journal of Retailing and Consumer 
Services, 40. https://doi.org/10.1016/j.jretconser.2016.10.011 

Memon, M. A., Ting, H., Cheah, J. H., Thurasamy, R., Chuah, F., & Cham, T. H. 

(2020). Sample size for survey research: Review and recommendations. 

Journal of Applied Structural Equation Modeling, 4(2). 

https://doi.org/10.47263/jasem.4(2)01 

Messakh, H. (2016). Pengaruh Kualitas E-Service terhadap Loyalitas Pelanggan 

Traveloka melalui Kepuasan Pelanggan sebagai Variabel Intervening. Agora, 

4(1). 



 
 
 

110 

Minta, Y. (2018). Link between Satisfaction and Customer Loyalty in the Insurance 

Industry: Moderating Effect of Trust and Commitment. Journal of Marketing 
Management, 6(2). 

Moreira, A. C., Da Silva, P. M. F., & Ferreira Moutinho, V. M. (2017). Les effets 

des expériences de marque sur la qualité, la satisfaction et la fidélité: Une étude 

empirique dans le domaine des services multiples de télécommunications. 

Innovar, 27(64). https://doi.org/10.15446/innovar.v27n64.62366 

Mostafa, R. B., & Kasamani, T. (2021a). Brand experience and brand loyalty: is it 

a matter of emotions? Asia Pacific Journal of Marketing and Logistics, 33(4). 

https://doi.org/10.1108/APJML-11-2019-0669 

Mostafa, R. B., & Kasamani, T. (2021b). Brand experience and brand loyalty: is it 

a matter of emotions? Asia Pacific Journal of Marketing and Logistics, 33(4). 

https://doi.org/10.1108/APJML-11-2019-0669 

Nam, J., Ekinci, Y., & Whyatt, G. (2011). Brand equity, brand loyalty and consumer 

satisfaction. Annals of Tourism Research, 38(3). 

https://doi.org/10.1016/j.annals.2011.01.015 

Nawashta, H. C., & Alversia, Y. (2020). Pengaruh Customer Engagement di Media 

Sosial terhadap Brand  Intimacy pada Produk Fashion Lokal Indonesia. Jurnal 
Manajemen dan Usahawan Indonesia, 43(2). 

Nguyen, N. H., Kien Dao, T., Duong, T. T., Nguyen, T. T., Nguyen, V. K., & Dao, 

T. L. (2023). Role of consumer ethnocentrism on purchase intention toward 

foreign products: Evidence from data of Vietnamese consumers with Chinese 

products. Heliyon, 9(2). https://doi.org/10.1016/j.heliyon.2023.e13069 

Noprianta, D. A., Mugiono, M., & Yulianti, I. (2024). An integrated model of Brand 

Experience and Brand Loyalty: an examination of the mediation effects of 

customer satisfaction and brand trust. Journal of Business and Management 
Review, 5(1). https://doi.org/10.47153/jbmr52.8872024 

Olaoke, R. O., Bayighomog, S. W., & Tümer, M. (2021). Nonlinear relationship 

between brand experience and customer satisfaction in the hospitality sector: 

an exploratory study. Journal of Brand Management, 28(6). 

https://doi.org/10.1057/s41262-021-00249-3 

Oliver, R. L. (1980). A Cognitive Model of the Antecedents and Consequences of 

Satisfaction Decisions. Journal of Marketing Research, 17(4). 

https://doi.org/10.1177/002224378001700405 

Oliver, R. L. (1999). Whence Consumer Loyalty? Journal of Marketing. Journal of 
Marketing, 63. 

Ong, C. H., Lee, H. W., & Ramayah, T. (2018). Impact of brand experience on 

loyalty. Journal of Hospitality Marketing and Management, 27(7). 

https://doi.org/10.1080/19368623.2018.1445055 

Özer, A., Argan, M. T., & Argan, M. (2013). The Effect of Mobile Service Quality 

Dimensions on Customer Satisfaction. Procedia - Social and Behavioral 
Sciences, 99. https://doi.org/10.1016/j.sbspro.2013.10.511 

Pham, T. S. H., & Ahammad, M. F. (2017). Antecedents and consequences of online 

customer satisfaction: A holistic process perspective. Technological 
Forecasting and Social Change, 124. 

https://doi.org/10.1016/j.techfore.2017.04.003 



 
 
 

111 

Phromlert, C., Deebhijarn, S., & Sornsaruht, P. (2019). How website quality, e-

service quality, e-satisfaction, and social value affect poshtel e-loyalty in 

Thailand. African Journal of Hospitality, Tourism and Leisure, 8(5). 

Preko, A., Gyepi-Garbrah, T. F., Arkorful, H., Akolaa, A. A., & Quansah, F. (2020). 

Museum experience and satisfaction: moderating role of visiting frequency. 

International Hospitality Review, 34(2). https://doi.org/10.1108/ihr-04-2020-

0009 

Puranda, N. R., Ariyanti, M., & Ghina, A. (2022). The Effect of E-Service Quality 

on E-Loyalty With E-Satisfaction as an Intervening for GoFood Application 

Users. Italienisch, 12(1). 

Putra, T. W., & Keni, K. (2020). BRAND EXPERIENCE, PERCEIVED VALUE, 

BRAND TRUST UNTUK MEMPREDIKSI BRAND LOYALTY: BRAND 

LOVE SEBAGAI VARIABEL MEDIASI. Jurnal Muara Ilmu Ekonomi dan 
Bisnis, 4(1). https://doi.org/10.24912/jmieb.v4i1.7759 

Quang, N. N., DinhChien, T., & Long, N. H. (2017). The Effects of Consumer 

Ethnocentrism and Consumer Animosity on the Willingness to Buy with the 

Mediating Role of Products Judgments: Children’s Food Case. Advances in 
Economics and Business, 5(8). https://doi.org/10.13189/aeb.2017.050805 

Ragab, H., Polo-Peña, A. I., & Mahrous, A. A. (2023). Airline travellers’ 

ethnocentric tendencies and their impact on travellers’ behaviours: Extending 

consumer ethnocentrism to airline services. Tourism Management 
Perspectives, 49. https://doi.org/10.1016/j.tmp.2023.101200 

Rahmat, R., & Marso, M. (2020). HUBUNGAN BRAND EXPERIENCE, BRAND 

IMAGE, BRAND SATISFACTION, DAN BRAND LOYALTY DALAM 

PESPEKTIF FOUR-STAGE LOYALTY MODEL (STUDI TERHADAP 

MAHASISWA PENGGUNA SMARTPHONE DI TARAKAN). Jurnal 
Manajemen Pemasaran, 14(1). https://doi.org/10.9744/pemasaran.14.1.17-24 

Rahmat, W. M., & Kurniawati, K. (2022). The Influence of Brand Experience on 

Brand Loyalty through Perceived Quality, Brand Trust and Customer 

Satisfaction as Mediation. SEIKO : Journal of Management & Business, 4(3). 

https://doi.org/10.37531/sejaman.v4i3.2550 

Rahmawati, N. A., & Muflikhati, I. (2016). Effect of Consumer Ethnocentrism and 

Perceived Quality of Product on Buying Behavior of Domestic and Foreign 

Food Products: A Case Study in Pekanbaru, Riau, Indonesia. Journal of 
Consumer Sciences, 1(1). https://doi.org/10.29244/jcs.1.1.1-13 

Ramadania, R., Suh, J., Rosyadi, R., Purmono, B. B., & Rahmawati, R. (2023). 

Consumer ethnocentrism, cultural sensitivity, brand credibility on purchase 

intentions of domestic cosmetics. Cogent Business and Management, 10(2). 

https://doi.org/10.1080/23311975.2023.2229551 

Revaldi, A., Hayuningtyas, L., Kusumastuti Suhardi, P., & Gantini, A. (2022). THE 

EFFECTS OF BRAND EXPERIENCE ON BRAND LOYALTY MEDIATED 

BY BRAND PASSION, SELF-BRAND CONNECTION, BRAND 

AFFECTION, AND CUSTOMER SATISFACTION ON SMARTPHONE 

USERS IN INDONESIA. Jurnal Ekonomi Bisnis dan Kewirausahaan 
(JEBIK) 2022, 11(1). 

Richter, N. F., Hauff, S., Ringle, C. M., & Gudergan, S. P. (2022). The Use of Partial 

Least Squares Structural Equation Modeling and Complementary Methods in 



 
 
 

112 

International Management Research. Dalam Management International 
Review (Vol. 62, Nomor 4). https://doi.org/10.1007/s11575-022-00475-0 

Ringle, C. M., & Sarstedt, M. (2016). Gain more insight from your PLS-SEM 

results the importance-performance map analysis. Dalam Industrial 
Management and Data Systems (Vol. 116, Nomor 9). 

https://doi.org/10.1108/IMDS-10-2015-0449 

Ringle, C. M., Sarstedt, M., Sinkovics, N., & Sinkovics, R. R. (2023). A perspective 

on using partial least squares structural equation modelling in data articles. 

Data in Brief, 48. https://doi.org/10.1016/j.dib.2023.109074 

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service quality and 

customer satisfaction on customer behavior in online shopping. Heliyon, 

5(10). https://doi.org/10.1016/j.heliyon.2019.e02690 

Riyanto, F. A. (2023). Pengaruh Brand Experience dan Brand Image terhadap Brand 

Loyalty dengan Brand Trust sebagai Variabel Intervening. Jurnal Ilmiah Poli 
Bisnis, 15(1). https://doi.org/10.30630/jipb.v0i0.1071 

Şahin, A., Zehir, C., & Kitapçi, H. (2011). The effects of brand experiences, trust 

and satisfaction on building brand loyalty; an empirical research on global 

brands. Procedia - Social and Behavioral Sciences, 24. 

https://doi.org/10.1016/j.sbspro.2011.09.143 

Sahir, S. H., Mardia, Nina Mistriani, Bonaraja Purba, Devi, O. H. S. I. K., Adriasan 

Sudarso Liharman Saragih, Hengki Mangiring Parulian Simarmata Risma 

Nurhaini Munthe, Dyah Gandasari, & I Made Murdana. (2021). Dasar-Dasar 
Pemasaran. Yayasan Kita Menulis. 

Samimi, P., & Jenatabadi, H. S. (2014). Globalization and economic growth: 

Empirical evidence on the role of complementarities. PLoS ONE, 9(4). 

https://doi.org/10.1371/journal.pone.0087824 

Santika, I. W., & Pramudana, K. A. S. (2018). Peran Mediasi E-Satisfaction Pada 

Pengaruh E-Service Quality Terhadap E-Loyalty Situs Online Travel Di Bali. 

INOBIS: Jurnal Inovasi Bisnis dan Manajemen Indonesia, 1(3). 

https://doi.org/10.31842/jurnal-inobis.v1i3.35 

Sari, A. N., & Maftukhah, I. (2019). The Influence of Utilitarian Value and 

Hedonical Values on Customer Loyalty through Customer Satisfaction. 

Management Analysis Journal, 8(2). 

Sari, M., Prayogi, M. A., Jufrizen, J., & Nasution, M. I. (2020). Membangun 

Loyalitas Pelanggan Berbasis E-Service Quality Dengan Mediasi Kepuasan 

Pelanggan (Studi pada Transportasi Online Grab-Car di Kota Medan). Matrik : 
Jurnal Manajemen, Strategi Bisnis dan Kewirausahaan. 

https://doi.org/10.24843/matrik:jmbk.2020.v14.i02.p07 

Schmitt, B., Joško Brakus, J., & Zarantonello, L. (2015). From experiential 

psychology to consumer experience. Journal of Consumer Psychology, 25(1). 

https://doi.org/10.1016/j.jcps.2014.09.001 

Sekaran, U., & Bougie, R. (2016). Research Methods for Business Seventh. Wiley, 

7. 

Setiawan, H., & Sayuti, A. J. (2017). Effects of Service Quality, Customer Trust and 

Corporate Image on Customer Satisfaction and Loyalty: An Assessment of 

Travel Agencies Customer in South Sumatra Indonesia. IOSR Journal of 
Business and Management, 19(05). https://doi.org/10.9790/487x-1905033140 



 
 
 

113 

Shahzad, M. F., Bilal, M., Xiao, J., & Yousaf, T. (2019). Impact of smartphone 

brand experience on brand equity: With mediation effect of hedonic emotions, 

utilitarian emotions and brand personality. Journal of Islamic Marketing, 

10(2). https://doi.org/10.1108/JIMA-04-2017-0045 

Shimp, T. A., & Sharma, S. (1987). Consumer Ethnocentrism: Construction and 

Validation of the CETSCALE. Journal of Marketing Research, 24(3). 

https://doi.org/10.1177/002224378702400304 

Sihombing o.s. (2022). Pengantar Metode Analisis Multivariat. 
Siregar, B. (2019). Framing Berita Capres-Cawapres pada Pilpres 2019 di Harian 

Umum Republika dan Koran Tempo. Komunikasi, 16(1). 

Slaton, K., Testa, D., Bakhshian, S., & Fiore, A. M. (2020). The small, inventory 

free retail format: The impact on consumer-based brand equity and purchase 

behavior. Journal of Retailing and Consumer Services, 57. 

https://doi.org/10.1016/j.jretconser.2020.102246 

Srivastava, M. (2015). Influencers of Customer Satisfaction - Customer Loyalty 

Relationship: A Conceptual Research Model. Internantional Marketing 
Journal, 7(1). 

Sugiyono. (2018). Prof. Dr. Sugiyono. 2018. Metode Penelitian Kuantitatif, 

Kualitatif, dan R&D. Bandung: Alfabeta. Prof. Dr. Sugiyono. 2018. Metode 
Penelitian Kuantitatif, Kualitatif, dan R&D. Bandung: Alfabeta. 

Sujana, E. R., Verinita, & Sari, D. K. (2023). Pengaruh Brand Experience dan Brand 

Engagement terhadap Brand Loyalty dengan Brand Trust sebagai Variabel 

Mediasi. Jurnal Informatika Ekonomi Bisnis. 

https://doi.org/10.37034/infeb.v5i2.567 

Sutopo, Santoso, N., & Hernowo, J. B. (2017). Spatial And Time Pattern 

Distribution Of Water Birds Community At Mangrove Ecosystem Of 

Bengawan Solo Estuary - Gresik Regency. Media Konservasi, Vol. 11 No. 

Syah, T. Y. R., & Olivia, D. (2022). Enhancing Patronage Intention on Online 

Fashion Industry in Indonesia: The Role of Value Co-Creation, Brand Image, 

and E-Service Quality. Cogent Business and Management, 9(1). 

https://doi.org/10.1080/23311975.2022.2065790 

Tabachnick, B. G., Fidell, L. S., & Ullman, J. B. (2018). Using Multivariate 

Statistics (7th ed.). Boston, MA: Pearson, 7th editio. 

Tannus, J., & Andreani, F. (2022). Pengaruh E-Service Quality Dan Customer 

Satisfaction Terhadap Customer Loyalty Toko Online Frenue.id di Shopee. 

Agora, 10(2). 

Taqi, I., & Muhammad, G. (2020). Brand Loyalty and the Mediating Roles of Brand 

Image and Customer Satisfaction. Market Forces College of Management 
Sciences, 15(1). 

Tasurru, H. H., & Salehudin, I. (2014a). Global Brands and Consumer 

Ethnocentrism of Youth Soft Drink Consumers in Greater Jakarta, Indonesia. 

ASEAN Marketing Journal, 6(2). https://doi.org/10.21002/amj.v6i2.4212 

Tasurru, H. H., & Salehudin, I. (2014b). Global Brands and Consumer 

Ethnocentrism of Youth Soft Drink Consumers in Greater Jakarta, Indonesia. 

ASEAN Marketing Journal, 6(2). https://doi.org/10.21002/amj.v6i2.4212 

Ul Haq, I., & Awan, T. M. (2020). Impact of e-banking service quality on e-loyalty 

in pandemic times through interplay of e-satisfaction. Vilakshan - XIMB 
Journal of Management, 17(1/2). https://doi.org/10.1108/xjm-07-2020-0039 



 
 
 

114 

Wahyuningtiyas, N., & Ramadhan, T. S. (2023). EFFECTIVENESS OF SOCIAL 

MEDIA MARKETING AND E-SERVICE QUALITY ON REPURCHASE 

INTENTION THROUGH BRAND LOYALTY. IJEBD (International Journal 
of Entrepreneurship and Business Development), 6(5). 

https://doi.org/10.29138/ijebd.v6i5.2421 

Wang, H., Liu, H., Kim, S. J., & Kim, K. H. (2019). Sustainable fashion index 

model and its implication. Journal of Business Research, 99. 

https://doi.org/10.1016/j.jbusres.2017.12.027 

Wang, X. (2014). How to build brand loyalty: Facilitated by brand experience. WIT 
Transactions on Information and Communication Technologies, 52. 

https://doi.org/10.2495/SSSIT20130051 

Wibowo, H. A. (2019). The mediating role of e-satisfaction on the effect of e-

service quality dimensions on e-loyalty: A lesson from Bukalapak.com 

Indonesia. Humanities and Social Sciences Letters, 7(4). 

https://doi.org/10.18488/journal.73.2019.74.199.208 

Wilis, R. A., & Nurwulandari, A. (2020). The effect of E-Service Quality, E-Trust, 

Price and Brand Image Towards E-Satisfaction and Its Impact on E-Loyalty of 

Traveloka’s Customer. JIMEA: Jurnal Ilmiah MEA (Manajemen, Ekonomi, 
Akuntansi), 4(3). 

Wirapraja, A., Aribowo, H., & Setyoadi, E. T. (2021). The Influence of E-Service 

Quality, and Customer Satisfaction On Go-Send Customer Loyalty In 

Surabaya. Indonesian Journal of Information Systems. 

https://doi.org/10.24002/ijis.v3i2.4191 

Wolfinbarger, M., & Gilly, M. C. (2003). eTailQ: Dimensionalizing, measuring and 

predicting etail quality. Journal of Retailing, 79(3). 

https://doi.org/10.1016/S0022-4359(03)00034-4 

Wongsansukcharoen, J. (2022). Effect of community relationship management, 

relationship marketing orientation, customer engagement, and brand trust on 

brand loyalty: The case of a commercial bank in Thailand. Journal of Retailing 
and Consumer Services, 64. https://doi.org/10.1016/j.jretconser.2021.102826 

Wu, G. (2022). The brand analysis of Nike based on its emotional branding and 

marketing strategies. BCP Business & Management, 19. 

https://doi.org/10.54691/bcpbm.v19i.816 

Wu, H. C., Ai, C. H., Yang, L. J., & Li, T. (2015). A Study of Revisit Intentions, 

Customer Satisfaction, Corporate Image, Emotions and Service Quality in the 

Hot Spring Industry. Journal of China Tourism Research, 11(4). 

https://doi.org/10.1080/19388160.2015.1110545 

Wu, W. Y., Do, T. Y., Nguyen, P. T., Anridho, N., & Vu, M. Q. (2020). An integrated 

framework of customer-based brand equity and theory of planned behavior: A 

meta-analysis approach. Journal of Asian Finance, Economics and Business, 

7(8). https://doi.org/10.13106/JAFEB.2020.VOL7.NO8.371 

Xiao, Q. (2016). Managing E-commerce Platform Quality and its Performance 

Implication: A Multiple-Group Structural Model Comparison. Journal of 
Internet Commerce, 15(2). https://doi.org/10.1080/15332861.2016.1143214 

Yap, B. W., Ramayah, T., & Wan Shahidan, W. N. (2012). Satisfaction and trust on 

customer loyalty: A PLS approach. Business Strategy Series, 13(4). 

https://doi.org/10.1108/17515631211246221 



 
 
 

115 

Yaqub, R. M. S., Halim, F., & Shehzad, A. (2019). Effect of service quality, price 

fairness, justice with service recovery and relational bonds on customer 

loyalty: Mediating role of customer satisfaction. Pakistan Journal of 
Commerce and Social Sciences, 13(1). 

Yarangümelioğlu, D., & İşler, D. B. (2014). Marka bağlılığı ve etnosentrizm 

çerçevesinde tüketici satın alma davranışları. Dumlupınar Üniversitesi Sosyal 
Bilimler Dergisi, 0(39). 

Yobeanto, K. L. (2020). Pengaruh Brand Experience Melalui Customer Satisfaction 

Dan Brand Trust Terhadap Brand Loyalty pada Merek Smartphone Samsung. 

Agora, 8(2). 

Yu, X., & Yuan, C. (2019). How consumers’ brand experience in social media can 

improve brand perception and customer equity. Asia Pacific Journal of 
Marketing and Logistics, 31(5). https://doi.org/10.1108/APJML-01-2018-

0034 

Yu, X., Yuan, C., Kim, J., & Wang, S. (2021). A new form of brand experience in 

online social networks: An empirical analysis. Journal of Business Research, 

130. https://doi.org/10.1016/j.jbusres.2020.02.011 

Zarei, G., Asgarnezhad Nuri, B., & Noroozi, N. (2019). The effect of Internet 

service quality on consumers’ purchase behavior: The role of satisfaction, 

attitude, and purchase intention. Journal of Internet Commerce, 18(2). 

https://doi.org/10.1080/15332861.2019.1585724 

Zeithaml, & Parasuraman. (1988). Servqual a multiple-item scale for measuring 

consumer perception of service quality, Journal of Retailing. Dalam Servqual 
a multiple-item scale for measuring consumer perception of service quality, 
Journal of Retailing (Vol. 64, Nomor 1). 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 


