
 

132 
 

DAFTAR PUSTAKA 

Buku 

Alma, Buchari. (2016). Manajemen Pemasaran dan Pemasaran Jasa. Bandung:  

  CV. Alfabeta. 

Armstrong, Kotler. (2015). Marketing an Introducing Prentice Hall twelfth edition.  

Boston: Pearson Education. 

Bougie, & Sekaran. (2016). Research Methods for Business: A skill Building  

  Approach (7th. Ed.). New York: John wiley 

Buttle, Maklan. (2015). Customer Relationship Management Concepts and  

  Technologies third edition. New York: Routledge 

Donni Junni Priansa. (2017). Perilaku Konsumen dalam Bisnis Kontemporer.  

  Bandung: CV. Alfabeta 

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

Multivariate data Analysis, Nineth Edition, New Jersey: Prentice Hall. 

Hair J et al (2017). A Prime on Partial Least Squares Structural Equation Modeling  

  (PLS-SEM) second edition. United States: SAGE Publications 

Hurriyati, Ratih. (2015). Bauran Pemasaran dan Loyalitas Konsumen. Bandung:  

  CV. Alfabeta. 

Indrawati. (2015). Metode Penelitian Manajemen dan Bisnis Konvergensi  

  Teknologi Komunikasi dan Informasi, Bandung: Refika Aditama. 

Indrawati. (2017). Perilaku Konsumen Individu dalam Mengadopsi Layanan  

  Berbasis Teknologi Informasi dan Komunikasi. Bandung: Refika Aditama. 

Joseph F. Hair Jr., Willian C. Black, Barry J. Babin, Rolph E. Anderson. (2019). 

Multivariate Data Analysis Eighth Edition. United Kingdon: Cengage 

Learning, EMEA. 

Kotler, Philip and Armstrong, Gary. (2015). Marketing an Introduction Prentice 

Hall twelfth Edition. England : Pearson Education, Inc. 

Kotler, Philip and Armstrong, Gary. (2018). Principles of Marketing. 

Australia:Pearson Australia Group. 



 

133 
 

Kotler, Philip and Kevin Lane Keller, 2016. Marketing Managemen, 15th Edition. 

England : Pearson Education, Inc. 

Setiaman, Sobur (2020). Analisa Parsial Model Persamaan Struktural Dengan 

Software Smart-PLS Versi 3. 

Sugiyono. (2019). Metodologi Penelitian Kuantitatif, Kualitatif, dan R&D.     

  Bandung: CV. Alfabeta. 

Tjiptono, Fandy dan Anastasia Diana.(2015).Pelanggan Puas? TAK CUKUP!. 

  Yogyakarta: CV. ANDI OFFSET 

Tjiptono, Fandy dan Gregorius chandra.(2016). Service, Quality & satisfaction.  

  Yogyakarta: CV. ANDI OFFSET 

Tjiptono, Diana. (2016). Pemasaran Esesi dan Aplikasi, Yogyakarta: CV. ANDI 

OFFSET.  

Walpole et al. (2012). Probability and Statistics for Scientits and Engineers (9th 

Edition). Boston: Pearson Education 

Windasuri et al. (2016). Excellent Service. Jakarta: PT Gramedia Pustaka Utama. 

 

Jurnal 

Hardjono, Budiono dan Pooi San, Lai. (2017). Customer Relationship Management 

Implementation and its Implication to Customer Loyalty in Hospitality 

Industry. Jurnal Dinamika Manajemen, 8 (1) 2017, 92-107. 

http://jdm.unnes.ac.id 

Kitapci, Olgun. (2013). The paths from service quality dimensions to customer 

loyalty An application on supermarket customers. Management Research 

Review, Vol. 36 Iss 3 pp. 239 – 255. Retrieve from Emerald Insight Journal 

Database. 

Salah, Marwa. (2019). The effect of customer relationship management practices 

on airline customer loyalty. Journal of Tourism, Heritage & Service 

Marketing, Vol. 5, No. 2, pp. 11-19. https://doi.org/10.5281/zenodo.3601669 

 

 

Tesis 

http://jdm.unnes.ac.id/
https://doi.org/10.5281/zenodo.3601669


 

134 
 

Sodikin, Herdik. (2020). Pengaruh Customer Relationship Management Terhadap 

Customer Satisfaction dan Customer Loyalty di PT. Len Industri (Persero) 

(Studi kasus pada Penjualan Perangkat Retail E-KTP Nasional). Tesis 

Magister pada Fakultas Ekonomi dan Bisnis Universitas Telkom. Bandung: 

tidak diterbitkan. 

 

 

 

 

 

 

 

 

 

 

 


