REFERENCES

Abdurrahman, T., & Suryadi, N. (2009). Pengaruh Service Quality, Customer
Satisfaction, dan Switching Cost terhadap Customer Loyalty. 7(1). 188-210

Agnandan, F., & Farida, N. (2012). Pengaruh Nilai Pelanggan, Kesadaran Merek
dan Switching Barrier Terhadap Loyalitas Pelanggan Kartu Telkom Flexi. 1-
8

Ariansyah, K. (2014). Proyeksi Jumlah Pelanggan Telepon Bergerak Seluler di
Indonesia. Portal Garuda.

Amri, B.A. (2014). Pengaruh Iklan melalui Foodblogger pada Media Sosial
Instagram terhadap Keputusan Pembelian Konsumen (Studi Kasus Cafe dan
Restoran di Kota Bandung). Bachelor Mini-thesis of Telkom University
Bandung: unpublished.

Anonymous (2016). Naas,Empat dari Lima Layanan CDMA Indonesia Pilih
Akhiri Riwayat Hidupnya. [online]. http://harianti.com/naas-empat-dari-
lima-layanan-cdma-indonesia-pilih-akhiri-riwayat-hidupnya/ [22 November
2016]

Anonymous (2017). Akhirnya pelanggan XL Axiata tumbuh 7% pada 2016 |
Databoks. (2016). [online]
http://databoks.katadata.co.id/datapublish/2016/11/03/akhirnya-pelanggan-
xl-axiata-tumbuh-7-pada-2016 [15 January 2017]

Anonymous (2017). Akhirnya, XL Axiata Cicipi Keuntungan | Indotelko. (2016).
[online]. http://www.indotelko.com/kanal?c=fa&it=xl-axiata-cicipi-
keuntungan [15 January 2017]

Anonymous (2017). Konsumen Kelas Menengah Kian Selektif. [online].
http://bisniskeuangan.kompas.com/read/2013/03/06/19063349/Konsumen.Ke
las.Menengah.Kian.Selektif [23 January 2017]

Best, R. J. (2013). Market-Based Management: Strategies for Growing Customer
Value and Profitability sixth edition. New Jersey: Pearson

Burnham, T. a., Frels, J. K., & Mahajan, V. (2003). Consumer switching costs: A
typology, antecedents, and consequences. Journal of the Academy of

Marketing Science, 31(2), 109—126.

Chebat, J., & Davidow, M., & Borges, A. (2011). More on the role of switching
costs in service markets: A research note. Journal of Business Research.

62



Chin, W. W. (1998). The Partial Least Squares Approach to Structural Equation
Modeling. Quantiative Methodology Series, (April), 295-336.

Dantes, N. (2012). Metode Penelitian. Yogyakarta: Andi Offset.

Doganoglu, T. (2010). Switching costs, experience goods and dynamic price
competition. Quantitative Marketing and Economics, 8(2), 167-205.

Farida, N. (2012). Pengaruh nilai pelanggan dan hambatan berpindah terhadap
loyalitas pelanggan serta implikasi pada perpindahan merek. Jurnal
Administrasi Bisnis, 1(11), 55-64.

Farisiy, M. (2014). Pengaruh Switching Barrier Terhadap Loyalitas Pengguna
Kartu Perdana IM3 di Kota Bandung 2013-2014. Bachelor Minithesis of
Telkom University Bandung : unpublished.

GBG. (2015). Indonesia Mobile Services & Telecommunication Sector.[online].
http://www.gbgindonesia.com/en/services/article/2015/indonesian_telecomm
unications_an_increasingly mobile market 11108.php#sts=Surging%20dem
and%?20for%20cellular%?20data [22 February 2018].

Hair, J. F., Bush, R. P., & Ortinau, D. J. (2002). Marketing research (2nd ed.).
New York: McGraw Hill.

Hair, J. F., Black, W. C., Babin, B. J., Anderson, R. E. (2010). Multivariate Sata
Analysis. Upper Saddle River, New jersey: Pearson Education, Inc.

Hair Jr, J. F., Sarstedt, M., Ringle, C. M., & Gudergan, S. P.
(2017). Advancedissues in partial least squares structural equation
modeling. SAGE Publications.

Hartatik & Othman, L. (2010) Analisis Hambatan Berpindah (Switching barrier)
Kartu Prabayar simPATI Telkomsel (Studi Pada Mahasiswa Fisip
Universitas Riau) 1(1) 61-72

Han, H. S., Park, W., & Joung, S. (2010). Exploring The Impact of Switching
barriers on E-Loyalty in online vendors. 17(3). 121-134

Hurriyati, R. (2010). Bauran Pemasaran dan Loyalitas Konsumen.
Bandung:Alfabeta

Indonesian Commercial Newsletter. (2011). Perkembangan Industri
Telekomunikasi Seluler Indonesia — 2011. [online]
http://www.datacon.co.id/Telekomunikasi-2011Industri.html [23 January
2017]

63



Indosat Ooredoo. (2016). Laporan Tahunan Indosat 2015.
http://assets.indosatooredoo.com/Assets/Upload/PDF/Laporan%20Tahunan/I
ndo/INDOSAT%20AR2015_INDO_FA.pdf

Indrawati, Ph,D. (2015). Metode Penelitian Manajemen Dan Bisnis Konvergensi
Teknologi Komunikasi dan Informasi. Bandung, Indonesia: PT. REFIKA
ADITAMA.

Indrawati, ef al. (2017). Perilaku Konsumen Individu dalam Mengadopsi Layanan
Berbasis Teknologi Informasi & Komunikasi. Bandung, Indonesia: PT.
REFIKA ADITAMA.

Indrawati, & Haryoto, K. S. (2015). The Use of Modified Theory of Acceptance
and Use of Technology 2 to Predict Prospective Users’ Intention in
Adopting TV Streaming.

Investopedia. (n.d.). Churn Rate. [online].
http://www.investopedia.com/terms/c/churnrate.asp [22 Febuaryr 2018]

Ishak, A., & Zhafitri, L. (2011). Pengaruh Kepuasan dan Kepercayaan Konsumen
Terhadap Loyalitas: Studi Tentang Peran Mediasi Switching Cost pada Jasa
Penyedia Telepon Seluler 15 (1). 55-66

Jones, M. A., Mothersbaugh, D. L., & Beatty, S. E. (2000). Switching barriers and
repurchase intentions in services. Journal of Retailing, 76(2), 259-274.

Julander, C. (2003). Effects of switching barriers on satisfaction, repurchase
intentions and attitudinal loyalty. SSE/EFI Working Paper, 1, 22.

Kemp, S. (2016). Digital in APAC 2016. [online].
http://www.slideshare.net/wearesocialsg/digital-in-apac-2016 [15 January
2017]

Kemp, S. (2016). Digital in 2016. [online]. http://wearesocial.com/sg/special-
reports/digital-2016 [22 February 2018]

Kim, H. S., & Yoon, C. H. (2004). Determinants of subscriber churn and
customer loyalty in the Korean mobile telephony market.
Telecommunications Policy, 28(9-10), 751-765.

Kim, M. K., Park, J. H., & Park, M. C. (2003). The Effect of Switching Barriers

on Customer Retention in Korean Mobile Telecommunication Services. ITS
14th European Regional Conference August, 23-24.

64



Kim, M. K., Park, M. C.; & Jeong, D. H. (2004). The effects of customer
satisfaction and switching barrier on customer loyalty in Korean mobile
telecommunication services. Telecommunications Policy, 28(2), 145-159.

Kingwill, 1. (2015). What is the Cost of Customer Acquisition vs Customer
Retention?. [online]. https://www.linkedin.com/pulse/what-cost-customer-
acquisition-vs-retention-ian-kingwill [26 February 2018]

Kotler, P and Keller, K. (2015). Marketing Management 15" Global Edition.
America: Pearson

Kotler, P and Keller, K. (2009). Manajemen Pemasaran edisi 13 jlid 1. Jakarta:
Erlangga.

Lee, J., and Feick, L. (2001). The Impact of Scwitching Cost on The Customer
Satisfaction-Loyalty Link: Mobile Phone Service in France. 15(1). 35-46

Lovelock, C., & Wirtz, J. (2011). Services Marketing: People, Technology, and
Strategy, seventh edition. England: Pearson

Liu, C. T., Guo, Y. M., & Lee, C. H. (2011). The effects of relationship quality
and switching barriers on customer loyalty. International Journal of
Information Management, 31(1), 71-79.

Magalhaes, S. H. D. J. P. (2009). The diferential efects of switching costs and
attractiveness of alter- natives on customer loyalty. Unpublished master’s
thesis, Universidade NOVA de Lisbon, Lis- bon, Portugal.

Marhaeni, G. (2014). Analisis Perilaku Penggunaan Aplikasi Pesan Instan dengan
Menggunakan Model Unified Theory of Acceptance and Use of Technology
2 di Kota Bandung. Magister Thesis of Telkom University Bandung:
unpublished.

Pick, D., & Eisend, M. (2016), “Customer Responses to Switching Costs: A
Meta-Analytic  Investigation of the Moderating Influence of
Culture,” Journal of International Marketing, 24 (4), 39-60.

Redwing Asia (2016). Indonesia’s Telecom Market. [online]. http://redwing-
asia.com/market-data/market-data-telecoms/ [22 February 2018]

Riduwan. (2012). Belajar Mudah Penelitian Untuk Guru, Karyawan, dan Peneliti
Pemula. Bandung: Alfabeta.

Roesdiono, E. (2015). Churn Rate dan Fenomena Gonta-ganti Nomor HP.
[online]. http://www.kompasiana.com/eddyroesdiono/churn-rate-dan-

65



fenomena-gonta-ganti-nomor-hp_550b4589813311af75b1e495 [25 February
2018]

Saifulloh, A.R. (2010). Aplikasi Structural Equation Modeling dengan Model
LISREL di Bidang Ekonomi (Studi Kasus Anlisi Kepuasan Konsumen
Sabun Deterjen Attack). Bachelor Mini-hesis of Universitas Islam Negeri
Sunan Kalijaga.

Sekaran, U. (2003). Research methods for business. Research methods for
business. Unites States of America: John Wiley & Sons, Inc.

Setiawan, S. (2011). Loyalitas Pelanggan Jasa. Bogor: IPB Press

Siswono, B. E., & Supriyanto, S., (2013). Strategi Switching Barriers Untuk
Loyalitas Pasien Rawat Inap Rumah Sakit Muhammadiyah Surabaya. 1(1).
91-98

Sugiyono. (2008). Metode Penelitian Bisnis. Bandung: Alfabeta

Telkomsel raih laba Rp 13,41 triliun hingga semester 1 2016 | Indotelko. (2016).

[online]. http://www.indotelko.com/kanal?c=fa&it=telkomsel-13-41-triliun-
semester-i-2016 [15 January 2018]

Tjiptono, F., & Chandra, G. (2012). Pemasaran Strategik. Yogyakarta:Andi

Tung, G., & Kuo, C., & Kuo, Y. (2011). Promotion, Switching Barriers, and
Loyalty in Department Store. 1(2). 30-44

Valenzuela, F. R. (2012) The Effects of Switching Barriers Types on Customer
Loyalty in Retail Banking. 8(1). 1-19

What is “churn rate”? | Mobileburn. [online].
http://www.mobileburn.com/definition.jsp?term=churn+rate [22 February
2018]

Widiartanto, Y. H. (2016). Menkominfo Siap "Nikahkan" Operator Seluler.
[online]

http://tekno.kompas.com/read/2016/05/18/15193677/menkominfo.siap.nikah
kan.operator.seluler [22 February 2018]

XL Axiata. (2014). Laporan Tahunan 2013.
http://www.xl.co.id/ss/Satellite?blobcol=urldata&blobheader=application%?2
Fpdf&blobkey=id&blobtable=MungoBlobs&blobwhere=1364676947530&ss

binary=true

66



XL Axiata. (2015). Laporan Tahunan 2014.
http://www.xl.co.id/ss/Satellite?blobcol=urldata&blobheader=application%2
Fpdf&blobkey=id&blobtable=MungoBlobs&blobwhere=1364677187312&ss

binary=true

XL Axiata. (2016). Laporan Tahunan 2015.
http://www.xl.co.id/ss/Satellite?blobcol=urldata&blobheader=application%?2
Fpdf&blobkey=id&blobtable=MungoBlobs&blobwhere=1364678234298&ss

binary=true

XL Axiata. (2016). Dokumen Investor PT XL Axiata Tbk.
http://www.xl.co.id/ss/Satellite?blobcol=urldata&blobheader=application%?2
Fpdf&blobkey=id&blobtable=MungoBlobs&blobwhere=1364678235600&ss

binary=true

Yanamandram, V. K., & White, L. (2006). Switching Barriers in Business to
Business Services: A Qualitative Study. 17(2). 1-35

Zheitaml, V. (1988). Consumer Perceptions of Price, Quality, and Value: A
Means-End Model and Synthesis of Evidence. Journal of Marketing,
52(July), 2-22.

Zikmund, W. G., Babin, B. J., Carr, J. C., & Griffin, M. (2009). Business research
methods (8th ed.). Mason, OH: South-Western Cengage Learning.

67



