
85  

DAFTAR PUSTAKA 

Ahmed, Khaled Mohammed; Piaralal, S. K. (2022). Influence of Service quality 

dimensions on customer satisfaction and loyalty : A case of Specialty coffee 

shops in Saudi Arabia. https://doi.org/10.46970/2022.28.3.7 

Aisyiah, F., & Khoirunnisa, R. (2022). Effect Of Training, Career Development, 

Compensation, And Performance Appraisal On Employee Intention To Stay. 

https://doi.org/10.4108/eai.10-8-2022.2320822 

Antwi, S., Gbolonyo, P. K., & Jiang, C. (2022). TIJAB ( The International 

Journal of Applied Business ) Do E-Service Quality and Customer 

Satisfaction Affect Loyalty in E-Retailing ? Evidence from Ghanaian Online 

Consumers. 6(1), 17–34. 

Badiklat Hukum dan HAM. (2022). Laporan Kinerja Instansi Pemerintah 

(LKJIP) Balai Pendidikan dan Pelatihan Hukum dan HAM. 

https://kemenimipas.go.id/informasi-publik/laporan/l-a-k-i-p/lakip-tahun-

2022 

Basmalasari, R. M. N. D. A. (2022). PENGARUH RELIABILITY , TANGIBILITY , 

ASSURANCE , EMPATHY , DAN RESPONSIVENESS TERHADAP 

CONSUMER SATISFACTION PADA JASA PERBANDARAAN SELAMA 

PANDEMI COVID-19. 01(1), 19–28. 

Dinas Komunikasi dan Informatika Provinsi Jawa Timur. (2019). Warga 

Surabaya Bisa Urus Paspor Sambil Belanja di Pasar Atom. Dinas 

Komunikasi Dan Informatika. https://kominfo.jatimprov.go.id/berita/warga-

surabaya-bisa-urus-paspor-sambil-belanja-di-pasar-atom 

Gunawan, I. (2022). CUSTOMER LOYALTY : The Effect Customer Satisfaction , 

Experiential Marketing and Product Quality. 1(1). 

Haerana, H. L. H. (2024). Pengaruh Kualitas Pelayanan Administrasi Terhadap 

Kepuasan Masyarakat. Lmu Administrasi Negara, Universitas 

Muhammadiyah Makassar, Indonesia, 5(5), 1014. 

Hasana, K. (2020). Nyaman, Begini Suasana Saat Mengurus Paspor Di Kantor 

Imigrasi Tanjung Perak. TIMES Indonesia. 

https://timesindonesia.co.id/peristiwa-daerah/293511/nyaman-begini-

suasana-saat-mengurus-paspor-di-kantor-imigrasi-tanjung-perak 

Hidayat, B. A. S. S. (2022). Influence of Service Quality with the Dimensions of 

Reliability, Responsiveness, Assurance, Empathy and Tangibles on 

Customer Satisfaction. International Journal of Economics, Business and 

Management Research, 6. 

Jatim, A. K. (2024). Kemenkumham Jatim Buka Immigration Lounge di Icon Mall 

Gresik: Urus Paspor Belum Pernah Senyaman Ini. KANTOR WILAYAH 

KEMENTERIAN HUKUM PROVINSI JAWA TIMUR. 

https://jatim.kemenkum.go.id/berita-utama/kemenkumham-jatim-buka-

immigration-lounge-di-icon-mall-gresik-urus-paspor-belum-pernah-

senyaman-ini 

Kantor Imigrasi Kelas I Tanjung Perak. (n.d.). 

https://www.google.com/search?q=kantor+imigrasi&rlz=1C1GCEU_enID11

61ID1161&oq=kantor+imigrasi&gs_lcrp=EgZjaHJvbWUyCQgAEEUYORi



86  

ABDIICAEQRRgnGDsyBwgCEAAYgAQyEAgDEC4YrwEYxwEYgAQYj

gUyBwgEEAAYgAQyBwgFEAAYgAQyBggGEEUYPTIGCAcQRRhB0gE

INDM4NGowajeoAgCwAgA&sourceid=chrome&ie=UTF-

8&lqi=Cg9rYW50b3IgaW1pZ3Jhc2kiA4gBAUj39sW3zI-

AgAhaJRAAEAEYABgBIg9rYW50b3IgaW1pZ3Jhc2kqBggCEAAQATICa

WSSASZpbW1pZ3JhdGlvbl9hbmRfbmF0dXJhbGl6YXRpb25fc2VydmljZa

oBXAoNL2cvMTFjMmtjZzBmZhABKhMiD2thbnRvciBpbWlncmFzaSgm

Mh8QASIbWQQ9dYifpMDR6Q_W-n_oA-YgfIzNY4-

GDY9AMhMQAiIPa2FudG9yIGltaWdyYXNp#rlimm=6578078731211115

809 

Kantor Imigrasi Kelas I TPI Tanjung Perak. (2025a). Kedudukan, Tugas dan 

Fungsi. https://kanimtanjungperak.kemenkumham.go.id/profil/tentang-

satuan-kerja/tugas-pokok-dan-fungsi 

Kantor Imigrasi Kelas I TPI Tanjung Perak. (2025b). Sejarah Kantor. Kantor 

Imigrasi Kelas I TPI Tanjung Perak. 

https://kanimtanjungperak.kemenkumham.go.id/profil/tentang-satuan-

kerja/sejarah-kantor 

Kotler, Philip; Keller, K. L. (2016). Marketing Management (15th Edition). 

Pearson Education. 

Kurnia, A., Rizkina, A., Irwan, Z., & Labo, A. (2025). Advances in Business & 

Industrial Marketing Research The Influence of Reliability on Customer 

Loyalty Mediated by Customer Satisfaction. 3(1), 16–29. 

N.P.S., Supertini; N.L.W.S. , Telagawathi; N.N, Y. (2020). PENGARUH 

KEPERCAYAAN DAN KEPUASAN PELANGGAN TERHADAP 

LOYALITAS PELANGGAN PADA PUSAKA KEBAYA DI SINGARAJA. 

Manajemen Dan Bisnis, 2. 

Naini, N. F., Santoso, S., Andriani, T. S., & Claudia, U. (2022). The Effect of 

Product Quality , Service Quality , Customer Satisfaction on Customer 

Loyalty. 7, 34–50. 

Nguyen, C., Nguyen, D., & Do, T. (2019). The Determinants of Customer 

Satisfaction in Fast Food Industry : The Case Study of KFC Viet Nam. April. 

https://doi.org/10.30560/hssr.v2n2p1 

Progresif Jaya. (2023). Dirjen Imigrasi Kagumi Fasilitas Ruang Pelayanan dan 

Ruang Tunggu Kantor Imigrasi Tanjung Perak, Surabaya. Progresif Jaya. 

https://progresifjaya.id/dirjen-imigrasi-kagumi-fasilitas-ruang-pelayanan-

dan-ruang-tunggu-kantor-imigrasi-tanjung-perak-surabaya/ 

Ratnawati, A. R. C. bin M. and, & Kholis, N. (2020). Improving the satisfaction 

and loyalty of BPJS healthcare in Indonesia: a Sharia perspective. Journal of 

Islamic Marketing. 

RB, K. (2023). Evaluasi Zona Integritas menuju WBK dan WBBM. 

Salome, I. O., Ayotunde, O. A., Samuel, O. O., & Samuel, O. O. (2022). FROM 

SERVICE QUALITY TO E-SERVICE QUALITY : MEASUREMENT , 

DIMENSIONS AND. 25(1), 1–15. 

Saricam, C. (2022). ANALYSING SERVICE QUALITY AND ITS RELATION TO 

CUSTOMER. 22(2). https://doi.org/10.2478/aut-2021-0014 

Siswi, A. A. W. (2020). Management Analysis Journal. 9(1). 



87  

Sugiat, M., Novrizon, E., & Trianasari, N. (2023). The Influence of Customer 

Relationship Management and Company Reputation on Customer Loyalty 

Through Customer Satisfaction in Telecommunication Companies. 2(2), 

605–612. https://doi.org/10.55299/ijec.v2i2.570 

Suharyono; Azani, D. S. (2021). Influence of the Dimension of Service Quality on 

Customer Satisfaction and Its Impact on Customer Loyalty PT Sun Life 

Financial Indonesia in Jakarta. 2(1), 38–47. 

Surahman, S. (2023). The influence of Service Quality , Innovation , and 

Customer Satisfaction on User Compliance ( Literature Review ). 4(4), 817–

824. 

Tjahjono, ST Prijono Budi; Dahlan, K. S. S. (2023). Increased Customer Loyalty: 

The Role Of Service Quality, Trust, Satisfaction, And Business Process 

Improvement As Mediation. 2(10), 912–926. 

Welsa, H., Cahyani, P. D., & Ariyanto, A. (2023). Journal Applied Management 

and Business Journal Applied Management and Business. 9(2), 118–132. 

Yuliati, Lilik Noor; Taryana, Asep; Anggraini, Z. D. (2024). THE INFLUENCE 

OF PERCEIVED QUALITY ,. 22(3), 749–766. 

Yum, Kyeongmin and Yoo, B. (2023). The Impact of Service Quality on 

Customer Loyalty through Customer Satisfaction in Mobile Social Media. 

Sustainability, 14. 

Zeithml, V. A., Bitner, M. jo, & Gremler, D. D. (2018). Services marketing: 

Integrating customer focus across the firm. New York : McGraw-Hill 

Education. 

Zukhrufani, A., & Bella, F. I. (2022). The Influence of Service Quality on 

Customer Satisfaction in Islamic Rural Banks during the Covid-19 

Pandemic : A CARTER Model. 8(01), 491–498. 

 

 

 

 


