
	

	 80 

DAFTAR PUSTAKA 

 

Choi Sang Long, Raha Khalafinezhad, Wan Khairuzzaman, dan Siti Zaleha Abd Rasid. 

(2013). Impact of CRM Factors on Customer Satisfaction and Loyalty. Malaysia. 

Kocoglu, Dugyu & Sevcan Kirmaci. (2012). Customer Relationship Management and 

Customer Loyalty; A Survey in the Sector of Banking, International Journal 

of Business and Social Science. Australia. 

Kotler, Philip and Kevin Lane Keller. (2012). Marketing Management. 14th Edition. 

New Jersey : Pearson. 

Setyorini, Wahyu. (2013). Pengaruh Penerapan CustomerRelationship Management 

PT. Telkomsel Terhadap Loyaitas Pelanggan Kartu Halo, Malang. 

Sugiyono. (2012). Metode Penelitian Kuantitatif, Kualitatif dan R&D. Bandung: 

Alfabeta. 

Sugiyono. (2013). Statistika Untuk Penelitian. Bandung : Alfabeta. 

Sugiyono. (2014). Metode Penelitian Manajemen. Bandung : Alfabeta. 

V. Krishnamoorthy dan R. Srinivasan. (2013). Impact of Customer Relationship 

Management on Loyalty in Indian Banking Sector – An Empirical Study, 

International 

Monthly Refereed Journal of Research in Management & Technology. India. 

www.bps.go.id 

www.starbucks.co.id  

	


