
70 

 

DAFTAR PUSTAKA 

 
Aldianto, L., Anggadwita, G., Permatasari, A., Mirzanti, I. R., & Williamson, I. O. (2021). 

Toward a business resilience framework for startups. Sustainability, 13(6), 3132. 

Angrist, J. D., & Pischke, J.-S. (2009). Mostly harmless econometrics: An empiricist’s 

companion. Princeton university press. 

Ansoff, H. I. (1984). Implanting Strategic Management. Prentice-Hall Inc. 

Baltagi, B. H. (2008). Forecasting with panel data. Journal of Forecasting, 27(2), 153–173. 

Bertrand, M., Mullainathan, S., & Shafir, E. (2004). A behavioral-economics view of 

poverty. American Economic Review, 94(2), 419–423. 

Bitner, M. J., Booms, B. H., & Tetreault, M. S. (1990). The service encounter: diagnosing 

favorable and unfavorable incidents. Journal of Marketing, 54(1), 71–84. 

Boshoff, C. (1997). An experimental study of service recovery options. International 

Journal of Service Industry Management, 8(2), 110–130. 

Chase, R. B., & Apte, U. M. (2007). A history of research in service operations: What’s 

the big idea? Journal of Operations Management, 25(2), 375–386. 

Chen, Y., Ni, G.-K., Kuo, C.-H., & Lin, C.-Y. (2010). A service-oriented management 

framework for telecom operation support systems. 2010 7th International Conference 

on Service Systems and Service Management, 1–5. 

Chong, A., Yoo, J. S., & Cheshire, C. (2024). Perceptions of Fairness in Technology-

Mediated Marketplaces. Proceedings of the 2024 CHI Conference on Human Factors 

in Computing Systems, 1–13. 

Chui, M., & Francisco, S. (2017). Artificial intelligence the next digital frontier. McKinsey 

and Company Global Institute, 47(3.6), 6–8. 

Chung, M., Ko, E., Joung, H., & Kim, S. J. (2020). Chatbot e-service and customer 

satisfaction regarding luxury brands. Journal of Business Research, 117, 587–595. 

Company, B. and. (2021). NPS Benchmarks 2021: Winning in the Age of the Customer. 

Boston Bain & Company, Inc. 

Creswell, J. W. (2013). Qualitative Inquiry & Research Design: Choosing among Five 

Approaches (3rd ed.). Thousand Oaks, CA: SAGE. 

Davidow, M. (2000). The bottom line impact of organizational responses to customer 

complaints. Journal of Hospitality & Tourism Research, 24(4), 473–490. 

Day, R. L. (1984). Modeling choices among alternative responses to dissatisfaction. 

Advances in Consumer Research, 11(1). 



71 

 

Deloitte. (2020). Client Feedback is Not Just Informative – It is Transformative. New York: 

Deloitte Insights. 

Deloitte. (2024). Customer Experience Trends in Telecommunications 2024. New York: 

Deloitte Insights. 

Fitzsimmons, S. R. (2013). Multicultural employees: A framework for understanding how 

they contribute to organizations. Academy of Management Review, 38(4), 525–549. 

Gartner. (2021). Use Predictive Analytics to Improve Customer Service. Stamford: Gartner, 

Inc. 

Ghozali, I. (2018). Aplikasi analisis multivariate dengan program IBM SPSS 25. 

Grönroos, C. (1984). A service quality model and its marketing implications. European 

Journal of Marketing, 18(4), 36–44. 

Grönroos, C. (1990). Service management and marketing (Vol. 27). Lexington books 

Lexington, MA. 

Gujarati, D. N. (2009). Basic Econometrics 4th ed. 

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and how to 

report the results of PLS-SEM. European Business Review, 31(1), 2–24. 

https://doi.org/https://doi.org/10.1108/EBR-11-2018-0203 

Haksever, C., & Render, B. (2013). Service management: An integrated approach to supply 

chain management and operations. FT Press. 

Han, N., Liu, P., Zhong, F., & Zhao, D. (2025). Does public data access improve fiscal 

transparency?--On a Quasi-natural experiment from government data platform 

access. Socio-Economic Planning Sciences, 102184. 

Hirschman, A. O. (1970). Exit Voice; and Loyaty: Responses to Decline in Firms, 

Organizations and States. Havard University Press. 

Homburg, C., Fürst, A., & Koschate, N. (2005). Influence of service failure and service 

recovery on customer satisfaction: A moderated mediation model. International 

Journal of Research in Marketing, 3(22), 249–267. 

Hui, M. K., Zhao, X., Fan, X., & Au, K. (2004). An investigation of the role of norms in 

the cross-cultural variations in customer dissatisfaction. Journal of Consumer 

Research, 1(30), 192–207. 

Imbens, G. W., & Wooldridge, J. M. (2009). Recent developments in the econometrics of 

program evaluation. Journal of Economic Literature, 47(1), 5–86. 

Indrawati. (2015). Metode penelitian manajemen dan bisnis konvergensi teknologi 

komunikasi dan informasi. Bandung: PT Refika Aditama. 



72 

 

Indrawati, I., Ramantoko, G., Widarmanti, T., Aziz, I. A., & Khan, F. U. (2022). Utilitarian, 

hedonic, and self-esteem motives in online shopping. Spanish Journal of Marketing-

ESIC, 26(2), 231–246. 

Johnston, R., dan Clark, G. (2017). Service Operations Management: Improving Service 

Delivery (Harlow (ed.); 5th ed.). UK: Pearson Education Limited. 

Johnston, R., & Mehra, S. (2002). Best-practice complaint management. Academy of 

Management Perspectives, 16(4), 145–154. 

Kanakov, O., & Prokhorov, S. (2020). The Influence of Customer Experience on Net 

Promoter Score and Customer Lifetime Value. Journal of Relationship Marketing, 

3(19), 164–180. 

Kasiram, M. (2010). Metodologi penelitian: Kualitatif–kuantitatif. Uin-Maliki Press. 

Keiningham, T. L., Aksoy, L., Cooil, B., & Andreassen, T. W. (2008). Linking customer 

loyalty to growth. MIt Sloan Management Review, 49(4), 51. 

Keiningham, T. L., Cooil, B., Andreassen, T. W., & Aksoy, L. (2007). A longitudinal 

examination of net promoter and firm revenue growth. Journal of Marketing, 71(3), 

39–51. 

Kerlinger, F. N. (2006). Foundations of behavioral research. 

Kumar, R. (2018). Research methodology: A step-by-step guide for beginners. 

Kuo, Y. F. (2011). The effects of green innovation on environmental and corporate 

performance: A stakeholder perspective. Journal of Business Ethics, 3(104), 361–

370. 

Lin, Y., Zheng, L., & Zhong, Q. (2024). Public Data Openness and Stock Price Crash Risk: 

Evidence from a Quasi-Natural Experiment of Government Data Platforms. Data 

Science and Management. 

Michel, S. (2001). Analyzing service failures and recoveries: a process approach. 

International Journal of Service Industry Management, 12(1), 20–33. 

Milliman, J., Glinow, M. A. Von, & Nathan, M. (1991). Organizational life cycles and 

strategic international human resource management in multinational companies: 

Implications for congruence theory. Academy of Management Review, 16(2), 318–

339. 

Nielsen. (2023). Telecommunications Consumer Insights Report 2023. New York: 

NielsenIQ. 

NielsenIQ. (2024). Indonesia Telecommunications Market Research 2024. New York: 

NielsenIQ. 



73 

 

Oliver, R. L. (1997). Satisfaction: A behavioral perspective on the consumer. McGraw-

Hill. 

Paramita, N., & Noviarisanti, S. (2021). Service quality analysis of mhealth services using 

text mining method: Alodokter and halodoc. International Journal of Management, 

Finance and Accounting, 2(2), 1–21. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). Servqual: A multiple-item scale 

for measuring consumer perc. Journal of Retailing, 64(1), 12. 

Reichheld, F. F. (2004). The one number you need to grow. Harvard Business Review, 

82(6), 133. 

Rust, R. T., & Chung, T. S. (2006). Marketing models of service and relationships. 

Marketing Science, 25(6), 560–580. 

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

Approach Seventh Edition. In john wiley & sons. https://doi.org/10.1007/978-94-007-

0753-5_102084 

Singh, J., & Pandya, S. (1991). Exploring the Effects of Consumers′ Dissatisfaction 

Levelon Complaint Behaviours. European Journal of Marketing, 25(9), 7–21. 

Smith, M., & Brown, L. (2021). Digital transformation in network service operations: 

Reducing incident resolution times. Telecom Review, 4(18), 40–45. 

Stone, M. (2013). Managing and measuring customer relationships: Strategic implications 

for the telecom industry. Journal of Database Marketing & Customer Strategy 

Management, 1(20), 50–67. 

Suen, H. K., & Ary, D. (2014). Analyzing quantitative behavioral observation data. 

psychology press. 

Sugiyono. (2013). Metode penelitian pendidikan pendekatan kuantitatif, kualitatif dan 

R&D. 

Sugiyono, S. (2018). Metode Penelitian Kuantitatif, Kualitatif, dan R&D. Bandung: 

Alfabeta, CV. 

Takada, A., Tanji, N., Seki, T., Yamagoe, K., Soejima, Y., & Tahara, M. (2019). SLA 

Driven Operation-optimizing telecom operation based on SLA. 2019 20th Asia-

Pacific Network Operations and Management Symposium (APNOMS), 1–4. 

Tax, S. S., Brown, S. W., & Chandrashekaran, M. (1998). Customer evaluations of service 

complaint experiences: implications for relationship marketing. Journal of 

Marketing, 62(2), 60–76. 

Van de Ven, A. H. (1992). Suggestions for studying strategy process: A research note. 



74 

 

Strategic Management Journal, 13(S1), 169–188. 

Wallin Andreassen, T. (2000). Antecedents to satisfaction with service recovery. European 

Journal of Marketing, 34(1/2), 156–175. 

Widarjono, A. (2018). Estimating profitability of Islamic banking in Indonesia. Jurnal 

Keuangan Dan Perbankan, 22(3), 568–579. 

Wirtz, J., & Lovelock, C. (2017). Understanding service consumers. World Scientific 

Publishing Company. 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of 

service quality. Journal of Marketing, 60(2), 31–46. 

Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2006). Integrating customer focus across 

the firm. Services Marketing. 

Zeithaml, V. A., Parasuraman, A., & Berry, L. L. (1990). Delivering quality service: 

Balancing customer perceptions and expectations. Simon and Schuster. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


	DAFTAR PUSTAKA

