
92 
 

DAFTAR PUSTAKA 

Abigail, J., Sari, V. P., & Saputra, D. (2024). The Influence of Product Quality and 

Online Shopping Experience (OSE) on Consumer Loyalty Through Customer 

Satisfaction on Local Skincare Products. Procedia Computer Science, 

234(2023), 537–544. https://doi.org/10.1016/j.procs.2024.03.037 

Ajina, A. S., Joudeh, J. M. M., Ali, N. N., Zamil, A. M., & Hashem, T. N. (2023). 

The effect of mobile-wallet service dimensions on customer satisfaction and 

loyalty: An empirical study. Cogent Business and Management, 10(2). 

https://doi.org/10.1080/23311975.2023.2229544 

Akbari, K., & Wagner, U. (2021). Playing When Paying and What Happens Next: 

Customer Satisfaction and Word-of-Mouth Intention in Gambled Price 

Promotions. Schmalenbach Journal of Business Research, 73(2), 243–271. 

https://doi.org/10.1007/s41471-021-00110-y 

Amoa-Gyarteng, K., Dhliwayo, S., & Adekomaya, V. (2024). Innovative marketing 

and sales promotion: catalysts or inhibitors of SME performance in Ghana. 

Cogent Business and Management, 11(1). 

https://doi.org/10.1080/23311975.2024.2353851 

Anas, A. M., Abdou, A. H., Hassan, T. H., Alrefae, W. M. M., Daradkeh, F. M., El-

Amin, M. A. M. M., Kegour, A. B. A., & Alboray, H. M. M. (2023). 

Satisfaction on the Driving Seat: Exploring the Influence of Social Media 

Marketing Activities on Followers’ Purchase Intention in the Restaurant 

Industry Context. Sustainability (Switzerland), 15(9). 

https://doi.org/10.3390/su15097207 

Araújo, J., Pereira, I. V., & Santos, J. D. (2023). The Effect of Corporate Social 

Responsibility on Brand Image and Brand Equity and Its Impact on Consumer 

Satisfaction. Administrative Sciences, 13(5). 

https://doi.org/10.3390/admsci13050118 

Baquero, A. (2023). Is Customer Satisfaction Achieved Only with Good Hotel 

Facilities? A Moderated Mediation Model. Administrative Sciences, 13(4). 

https://doi.org/10.3390/admsci13040108 

Birhanu, S., Demena, M., Baye, Y., Desalew, A., Dawud, B., & Egata, G. (2020). 

Pregnant women’s satisfaction with antenatal care services and its associated 

factors at public health facilities in the Harari region, Eastern Ethiopia. SAGE 

Open Medicine, 8. https://doi.org/10.1177/2050312120973480 

Bisnistribunjabar. (2024). Penuh Antusias, Akhirnya Sociolla Store resmi 

membuka Outletnya yang ke 76 di d’Botanica Bandung. Tribunjabar. 

https://jabar.tribunnews.com/2024/07/22/penuh-antusias-akhirnya-sociolla-

store-resmi-membuka-outletnya-yang-ke-76-di-dbotanica-

bandung#google_vignette 



93 
 

Blom, A., Lange, F., & Hess, R. L. (2021). Omnichannel promotions and their 

effect on customer satisfaction. European Journal of Marketing, 55(13), 177–

201. https://doi.org/10.1108/EJM-12-2018-0866 

Butkouskaya, V., Oyner, O., & Kazakov, S. (2023). The impact of omnichannel 

integrated marketing communications (IMC) on product and retail service 

satisfaction. Journal of Economics, Finance and Administrative Science, 

28(56), 319–334. https://doi.org/10.1108/JEFAS-09-2022-0237 

Chikazhe, L., Makanyeza, C., & Chigunhah, B. (2021). Understanding mediators 

and moderators of the effect of customer satisfaction on loyalty. Cogent 

Business and Management, 8(1). 

https://doi.org/10.1080/23311975.2021.1922127 

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), 585–593. 

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

Dandis, A. O., Wright, L. T., Wallace-Williams, D. M., Mukattash, I., Al Haj Eid, 

M., & Cai, H. (2021). Enhancing consumers’ self-reported loyalty intentions 

in Islamic Banks: The relationship between service quality and the mediating 

role of customer satisfaction. Cogent Business and Management, 8(1). 

https://doi.org/10.1080/23311975.2021.1892256 

Dash, G., Kiefer, K., & Paul, J. (2021). Marketing-to-Millennials: Marketing 4.0, 

customer satisfaction and purchase intention. Journal of Business Research, 

122(October 2020), 608–620. https://doi.org/10.1016/j.jbusres.2020.10.016 

De Leon, M. V., Atienza, R. P., & Susilo, D. (2020). Influence of self-service 

technology (SST) service quality dimensions as a second-order factor on 

perceived value and customer satisfaction in a mobile banking application. 

Cogent Business and Management, 7(1). 

https://doi.org/10.1080/23311975.2020.1794241 

Do, A. D., Ta, V. L., Bui, P. T., Do, N. T., Dong, Q. T., & Lam, H. T. (2023). The 

Impact of the Quality of Logistics Services in E-Commerce on the Satisfaction 

and Loyalty of Generation Z Customers. Sustainability, 15(21), 15294. 

https://doi.org/10.3390/su152115294 

El Moussaoui, A. E., Benbba, B., & El Andaloussi, Z. (2023). Impact of logistics 

performance on the store image, consumer satisfaction and loyalty: a 

quantitative case study. Arab Gulf Journal of Scientific Research, 41(3), 226–

239. https://doi.org/10.1108/AGJSR-09-2022-0201 

Fanelli, R. M., & Romagnoli, L. (2020). Customer satisfaction with farmhouse 

facilities and its implications for the promotion of agritourism resources in 

Italian municipalities. Sustainability (Switzerland), 12(5). 

https://doi.org/10.3390/su12051749 



94 
 

Febriyantoro, M. T. (2020). Exploring YouTube Marketing Communication: Brand 

awareness, brand image and purchase intention in the millennial generation. 

Cogent Business and Management, 7(1). 

https://doi.org/10.1080/23311975.2020.1787733 

Fianto, B. A., Gan, C., Widiastuti, T., & Sukmana, R. (2020). Customer loyalty to 

Islamic banks: Evidence from Indonesia. Cogent Business and Management, 

7(1). https://doi.org/10.1080/23311975.2020.1859849 

Fu, W., Wei, S., Wang, J., & Kim, H. S. (2022). Understanding the Customer 

Experience and Satisfaction of Casino Hotels in Busan through Online User-

Generated Content. Sustainability (Switzerland), 14(10), 1–18. 

https://doi.org/10.3390/su14105846 

García-Pascual, F., Parra-Camacho, D., & Martínez Rico, G. (2023). Customer 

Experience in Sports Centres: Adaptation and Validation of a Measurement 

Scale. Sustainability (Switzerland), 15(7), 1–12. 

https://doi.org/10.3390/su15075954 

Ghozali, I. (2021). Aplikasi Analisis Multivariate Dengan Program IBM SPSS 26 

(Edisi 10). Badan Penerbit Universitas Diponegoro. 

Gonu, E., Agyei, P. M., Richard, O. K., & Asare-Larbi, M. (2023). Customer 

orientation, service quality and customer satisfaction interplay in the banking 

sector: An emerging market perspective. Cogent Business and Management, 

10(1). https://doi.org/10.1080/23311975.2022.2163797 

Hair J, R, A., Babin B, & Black W. (2014). Multivariate Data Analysis.pdf. In 

Australia : Cengage: Vol. 7 edition (p. 758). 

Halpern, N., & Mwesiumo, D. (2021). Airport service quality and passenger 

satisfaction: The impact of service failure on the likelihood of promoting an 

airport online. Research in Transportation Business and Management, 

41(April), 100667. https://doi.org/10.1016/j.rtbm.2021.100667 

Hassan, T. H., & Salem, A. E. (2022). Impact of service quality of low-cost carriers 

on airline image and consumers’ satisfaction and loyalty during the covid-19 

outbreak. International Journal of Environmental Research and Public 

Health, 19(1). https://doi.org/10.3390/ijerph19010083 

Hsieh, P. H., Hung, W. H., & Yeh, Y. L. (2023). A comparison of consumers’ brand 

attitude and brand image between virtual worlds and websites - differences in 

high and low brand familiarity levels. Cogent Social Sciences, 9(2). 

https://doi.org/10.1080/23311886.2023.2243717 

Ilieva, G., Yankova, T., Klisarova, S., & Dzhabarova, Y. (2022). Customer 

Satisfaction in e-Commerce during the COVID-19 Pandemic. Systems, 10(6). 

https://doi.org/10.3390/systems10060213 

Jedin, M. H. bin, & Balachandran, I. a/p. (2021). Marketing Mix Elements and 

Customer Service Satisfaction: Empirical Evidence in the Malaysia 



95 
 

Edutainment Theme Park Industry. Services Marketing Quarterly, 42(1–2), 

93–107. https://doi.org/10.1080/15332969.2021.1947087 

Juntongjin, P. (2022). Does involvement matter in S-Commerce? The integrated 

role of emotion to explain satisfaction and loyalty in S-commerce for low vs 

high involvement products. Cogent Business and Management, 9(1). 

https://doi.org/10.1080/23311975.2022.2104439 

Kaveh, A., Nazari, M., van der Rest, J. P., & Mira, S. A. (2021). Customer 

engagement in sales promotion. Marketing Intelligence and Planning, 39(3), 

424–437. https://doi.org/10.1108/MIP-11-2019-0582 

Kayumov, A., Ahn, Y. joo, Kiatkawsin, K., Sutherland, I., & Zielinski, S. (2024). 

Service quality and customer loyalty in halal ethnic restaurants amid the 

COVID-19 pandemic: a study of halal Uzbekistan restaurants in South Korea. 

Cogent Social Sciences, 10(1). 

https://doi.org/10.1080/23311886.2024.2301814 

Khan, M. R., Khan, N. R., Kumar, V. V. R., Bhatt, V. K., & Malik, F. (2022). 

Customer-Defined Market Orientation, Brand Image and Customer 

Satisfaction: A Mediation Approach. SAGE Open, 12(4), 1–12. 

https://doi.org/10.1177/21582440221141860 

Kitsios, F., Kamariotou, M., Karanikolas, P., & Grigoroudis, E. (2021). Digital 

marketing platforms and customer satisfaction: Identifying ewom using big 

data and text mining. Applied Sciences (Switzerland), 11(17). 

https://doi.org/10.3390/app11178032 

Lepistö, K., Saunila, M., & Ukko, J. (2024). Enhancing customer satisfaction, 

personnel satisfaction and company reputation with total quality management: 

combining traditional and new views. Benchmarking, 31(1), 75–97. 

https://doi.org/10.1108/BIJ-12-2021-0749 

Liu, Y., Wan, Y., Shen, X., Ye, Z., & Wen, J. (2021). Product customer satisfaction 

measurement based on multiple online consumer review features. Information 

(Switzerland), 12(6), 1–16. https://doi.org/10.3390/info12060234 

MacDonald, D., & Dildar, Y. (2020). Social and psychological determinants of 

consumption: Evidence for the lipstick effect during the Great Recession. 

Journal of Behavioral and Experimental Economics , 86(January), 101527. 

https://doi.org/10.1016/j.socec.2020.101527 

Manyanga, W., Makanyeza, C., & Muranda, Z. (2022). The effect of customer 

experience, customer satisfaction and word of mouth intention on customer 

loyalty: The moderating role of consumer demographics. Cogent Business and 

Management, 9(1). https://doi.org/10.1080/23311975.2022.2082015 

Mochlasin, M., Nadia Hasbullah, N., Muthohar, A. M., & Anwar, S. (2023). 

Customer switching behavior among Indonesian Muslims: Evidence from the 

merger of Indonesia’s State-owned Islamic banks. Cogent Business and 



96 
 

Management, 10(3). https://doi.org/10.1080/23311975.2023.2287781 

Mofokeng, T. E. (2021). The impact of online shopping attributes on customer 

satisfaction and loyalty: Moderating effects of e-commerce experience. 

Cogent Business and Management, 8(1). 

https://doi.org/10.1080/23311975.2021.1968206 

Mubarok, E. S., Subarjo, B., Raihan, R., Wiwin, W., & Bandawaty, E. (2023). 

Determinants of customer satisfaction and loyalty Waroeng Steak Restaurant 

in DKI Jakarta. Cogent Business and Management, 10(3). 

https://doi.org/10.1080/23311975.2023.2282739 

Mwiya, B., Katai, M., Bwalya, J., Kayekesi, M., Kaonga, S., Kasanda, E., 

Munyonzwe, C., Kaulungombe, B., Sakala, E., Muyenga, A., & Mwenya, D. 

(2022). Examining the effects of electronic service quality on online banking 

customer satisfaction: Evidence from Zambia. Cogent Business and 

Management, 9(1). https://doi.org/10.1080/23311975.2022.2143017 

Noh, Y. (2020). A study on measuring the relationship between the library and 

quality of life of local residents. Libri, 70(2), 109–126. 

https://doi.org/10.1515/libri-2019-0123 

Othman, B. A., Harun, A., De Almeida, N. M., & Sadq, Z. M. (2021). The effects 

on customer satisfaction and customer loyalty by integrating marketing 

communication and after sale service into the traditional marketing mix model 

of Umrah travel services in Malaysia. Journal of Islamic Marketing, 12(2), 

363–388. https://doi.org/10.1108/JIMA-09-2019-0198 

Pan, H., & Ha, H. Y. (2021). Service quality and satisfaction in the context of 

varying levels of restaurant image and customer orientation during the covid-

19 pandemic. Sustainability (Switzerland), 13(17). 

https://doi.org/10.3390/su13179694 

Pandanwangi, K., Putra, A. R. S., Haryadi, F. T., Astuti, A., & Syahlani, S. P. 

(2023). Does product certification matter? A review of mechanism to influence 

customer loyalty in the poultry feed industry. Open Agriculture, 8(1). 

https://doi.org/10.1515/opag-2022-0160 

Pawlicz, A., Petaković, E., & Vrtodušić Hrgović, A. M. (2022). Beyond Airbnb. 

Determinants of Customer Satisfaction in P2P Accommodation in Time of 

COVID-19. Sustainability (Switzerland), 14(17). 

https://doi.org/10.3390/su141710734 

Perić, G., Slavković, M., Gašić, M., Đurović, B., & Dramićanin, S. (2023). 

Unboxing the Complex between Job Satisfaction and Intangible Service 

Quality: A Perspective of Sustainability in the Hotel Industry. Sustainability 

(Switzerland), 15(18). https://doi.org/10.3390/su151814019 

Prasetyo, Y. T., Tanto, H., Mariyanto, M., Hanjaya, C., Young, M. N., Persada, S. 

F., Miraja, B. A., & Redi, A. A. N. P. (2021). Factors affecting customer 



97 
 

satisfaction and loyalty in online food delivery service during the COVID-19 

pandemic: Its relation with open innovation. Journal of Open Innovation: 

Technology, Market, and Complexity, 7(1), 1–17. 

https://doi.org/10.3390/joitmc7010076 

Rashid, D. A., & Rasheed, D. R. (2024). Logistics Service Quality and Product 

Satisfaction in E-Commerce. SAGE Open, 14(1), 1–12. 

https://doi.org/10.1177/21582440231224250 

Rombach, M., Kartikasari, A., Dean, D. L., Suhartanto, D., & Chen, B. T. (2023). 

Determinants of customer loyalty to online food service delivery: evidence 

from Indonesia, Taiwan, and New Zealand. Journal of Hospitality Marketing 

and Management, 32(6), 818–842. 

https://doi.org/10.1080/19368623.2023.2211061 

Rüdiger, J., & Wegener, L. (2024). KANO Model for experience quality 

measurement of wine tourism events. Zeitschrift Für Tourismuswissenschaft, 

15(3), 276–290. https://doi.org/10.1515/tw-2023-2010 

Samudro, A., & Susanti, V. (2021). The model development of industrial brand 

loyalty: Assessing the rational and emotional aspects as antecedents of loyalty. 

Cogent Business and Management, 8(1). 

https://doi.org/10.1080/23311975.2021.1896871 

Saut, M., & song, V. (2022). Influences of airport service quality, satisfaction, and 

image on behavioral intention towards destination visit. Urban, Planning and 

Transport Research, 10(1), 82–109. 

https://doi.org/10.1080/21650020.2022.2054857 

Sekaran, U., & Bougie, R. (2016). Research Methods for Business: A Skill-Building 

Approach (7th ed.). John Wiley & Sons. 

Simanjuntak, M., Putri, N. E., Yuliati, L. N., & Sabri, M. F. (2020). Enhancing 

customer retention using customer relationship management approach in car 

loan bussiness. Cogent Business and Management, 7(1). 

https://doi.org/10.1080/23311975.2020.1738200 

Skowron, L., Gasior, M., & Sak-Skowron, M. (2020). The impact of a time gap on 

the process of building a sustainable relationship between employee and 

customer satisfaction. Sustainability (Switzerland), 12(18). 

https://doi.org/10.3390/SU12187446 

Statista. (2024a). Beauty & Personal Care - Indonesia. Statista. 

https://www.statista.com/outlook/cmo/beauty-personal-care/indonesia 

Statista. (2024b). Indonesia: Total population from 2019 to 2029. Statista. 

https://www.statista.com/statistics/294100/total-population-of-indonesia/ 

Sugiyono. (2024). METODE PENELITIAN KUANTITATIF (Setiyawami (ed.); 

Edisi 3). Penerbit Alfabeta. 



98 
 

Supriyanto, A., Wiyono, B. B., & Burhanuddin, B. (2021). Effects of service quality 

and customer satisfaction on loyalty of bank customers. Cogent Business and 

Management, 8(1). https://doi.org/10.1080/23311975.2021.1937847 

Suttikun, C., & Meeprom, S. (2021). Examining the effect of perceived quality of 

authentic souvenir product, perceived value, and satisfaction on customer 

loyalty. Cogent Business and Management, 8(1). 

https://doi.org/10.1080/23311975.2021.1976468 

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 

Tong, M. (2022). Customers’ craft beer repurchase intention: the mediating role of 

customer satisfaction. International Journal of Food Properties, 25(1), 845–

856. https://doi.org/10.1080/10942912.2022.2066122 

Tran, N. T. (2022). Impact of corporate social responsibility on customer loyalty: 

Evidence from the Vietnamese jewellery industry. Cogent Business and 

Management, 9(1). https://doi.org/10.1080/23311975.2022.2025675 

Tuncer, I., Unusan, C., & Cobanoglu, C. (2021). Service Quality, Perceived Value 

and Customer Satisfaction on Behavioral Intention in Restaurants: An 

Integrated Structural Model. Journal of Quality Assurance in Hospitality and 

Tourism, 22(4), 447–475. https://doi.org/10.1080/1528008X.2020.1802390 

Uzir, M. U. H., Jerin, I., Al Halbusi, H., Hamid, A. B. A., & Latiff, A. S. A. (2020). 

Does quality stimulate customer satisfaction where perceived value mediates 

and the usage of social media moderates? Heliyon, 6(12). 

https://doi.org/10.1016/j.heliyon.2020.e05710 

Van Hoang, L., & Vo, H. T. D. (2023). The evaluation model of the impact of 

corporate social responsibility on firm performance: A empirical study in the 

maritime transportation of Vietnam. Cogent Business and Management, 10(2). 

https://doi.org/10.1080/23311975.2023.2215085 

Vo, N. T., Hung, V. V., Tuckova, Z., Pham, N. T., & Nguyen, L. H. L. (2022). 

Guest Online Review: An Extraordinary Focus on Hotel Users’ Satisfaction, 

Engagement, and Loyalty. Journal of Quality Assurance in Hospitality and 

Tourism, 23(4), 913–944. https://doi.org/10.1080/1528008X.2021.1920550 

Wang, W., Zhang, Y., Wu, H., & Zhao, J. (2022). Expectation and Complaint: 

Online Consumer Complaint Behavior in COVID-19 Isolation. Psychology 

Research and Behavior Management, 15, 2879–2896. 

https://doi.org/10.2147/PRBM.S384021 

Wen, T., & Ha, H. Y. (2024). Do Economic and Social Satisfaction Matter Equally 

in Sustainable Business? Hotel Membership Types and Sales Promotions. 

Sustainability (Switzerland) , 16(7). https://doi.org/10.3390/su16072813 



99 
 

Williady, A., Wardhani, H. N., & Kim, H. S. (2022). A Study on Customer 

Satisfaction in Bali’s Luxury Resort Utilizing Big Data through Online 

Review. Administrative Sciences, 12(4). 

https://doi.org/10.3390/admsci12040137 

World Bank, G. (2024). Indonesia Economy Projected to Remain Resilient. World 

Bank. https://www.worldbank.org/en/news/press-

release/2024/06/24/indonesia-economy-projected-to-remain-resilient 

YCP. (2024). Unlocking Growth: Indonesia Skincare Market Penetration. YCP. 

https://ycp.com/insights/article/indonesia-skincare-market-penetration 

Yonatan, A. Z. (2024). 10 Negara dengan Jumlah Penduduk Terbanyak 2024, 

Indonesia Nomor Berapa? GoodStats. https://goodstats.id/article/10-negara-

dengan-jumlah-penduduk-terbesar-2024-indonesia-nomor-berapa-Wpch3 

Zhang, Q., & Ahmad, S. (2022). Linking Corporate Social Responsibility, 

Consumer Identification and Purchasing Intention. Sustainability 

(Switzerland), 14(19). https://doi.org/10.3390/su141912552 

Zhi, L., & Ha, H. Y. (2023). Do New Luxury Hotel Promotions Harm Member 

Customers? Sustainability (Switzerland), 15(10). 

https://doi.org/10.3390/su15108385 

  


