DAFTAR PUSTAKA

Al-Ghamdi, S. A. A., & Badawi, N. S. (2019). Do corporate social responsibility
activities enhance customer satisfaction and customer loyalty? Evidence from
the Saudi banking sector. Cogent Business and Management, 6(1).
https://doi.org/10.1080/23311975.2019.1662932

Albari, A. K. (2019). The Influence Of Product Quality,Service Quality And
Priccon Customer Satisfaction And Loyalty. Asian Journal Of
Enterpreneurship and Familt]y Business, 3(1), 49-64.

Amoako, G. K., Doe, J. K., & Neequaye, E. K. (2021). Online innovation and
repurchase intentions insotels: the mediating effect of customer experience.
International Hospitality Review. https://dor.org/10.1108/ihr-02-2021-0008

Andriani, M., & Dwbunga, F. (2018). Faktor pembentuk brand loyalty : peran self
concept connection, brand love, brand trust dan brand image (telaah pada
merek h&m di kota dki‘jakarta)..Benefit: Jurnal Manajemen Dan Bisnis, 2(2),
157. https://doi.org/10.23917/benefit.v2i2.4285

Aprileny, 1., Rochim, A., & Emarawati, J. A#(2022). Pengaruh Kualitas Pelayanan,
Harga Dan Kepercayaan Terhadap Loyalitas Pelanggan Melalui Kepuasan
Pelanggan. Jurnal STEI Ekonomi, 31(02), 60-77.
https://doi.org/10.36406/jemi.v31i02.545

Bae, S., Slevitch, L., & Tomas, S. (2018). The effects of restaurant attributes on
satisfaction and return patronage intentions: Evidence from solo diners’
experiences in the United States. Cogent Business and Management, 5(1), 1-

16. https://doi.org/10.1080/23311975.2018.1493903

79

Indonesia Banking School
Pengaruh Self-Service...,Annisa Fakhrani, Ma.-IBS, 2023



80

Bahadur, W., Aziz, S., & Zulfigar, S. (2018). Effect of employee empathy on
customer satisfaction and loyalty during employee—customer interactions: The
mediating role of customer affective commitment and perceived service
quality. Cogent  Business  and Management,  5(1), 1-21.
https://doi.org/10.1080/23311975.2018.1491780

Chandra, S. (2014). The Impact of Customer Experience toward Customer
Satisfaction and Loyalty of Ciputra World Surabaya. I1Buss Management, 2(2),
1-11.

Chidera Christian Ugwuanyi, J. 1. U. and C. O. (2021). Customer experience with
self-service technologiesdn the banking sector: evidence from Nigeria.

Dam, S. M., & Dam, F. C. (2021). Relationships between Service Quality, Brand
Image, Customer Satisfaction, and Customer Loyalty. Journal of Asian
Finance, Economics and Business, 8(3), 585-593.
https://doi.org/10.13106/jafeb.2021:v018.n03.0585

Dandis, A. O., Wright, L. T., Wallace-Williams, D. M., Mukattash, 1., Al Haj Eid,
M., & Cai, H. (2021). Enhaneing cons@mers’ self-reported loyalty intentions
in Islamic Banks: The relationship between service quality and the mediating
role of customer satisfaction. Cogent Business and Management, 8(1).

https://doi.org/10.1080/23311975.2021.1892256

Indonesia Banking School
Pengaruh Self-Service...,Annisa Fakhrani, Ma.-IBS, 2023



81

De Leon, M. V., Atienza, R. P., & Susilo, D. (2020). Influence of self-service
technology (SST) service quality dimensions as a second-order factor on
perceived value and customer satisfaction in a mobile banking application.
Cogent Business and Management, 7(1).
https://doi.org/10.1080/23311975.2020.1794241

Djelassi, S., Diallo, M. F., & Zielke, S. (2018). How self-service technology
experience evaluation affects waiting time and customer satisfaction? A
moderated mediation model. Decision Support Systems, 111(August 2017),
38-47. https://doi.org/10.1016/j.dss.2018.04.004

Duarte, P., Silva, S:'C., Linardi, M. A., & Nevais, B. (2022). Understanding the
implementation of retail self-service check-out technologies using necessary
condition analysis. International Journal of Retail and Distribution
Management, 50(13), 140-163. https://doi.org/10.1108/IJRDM-05-2022-
0164

Makudza, F. (2021). Augmenting customer loyalty through customer experience
management in the bankingundustry. Jetrnal of Asian Business and Economic
Studies, 28(3), 191-203. https://doi.org/10.1108/JABES-01-2020-0007

Mansouri, H., Sadeghi Boroujerdi, S., & Md Husin, M. (2022). The influence of
sellers’ ethical behaviour on customer’s loyalty, satisfaction and trust. Spanish
Journal of Marketing - ESIC, 26(2), 267-283. https://doi.org/10.1108/SIME-

09-2021-0176

Indonesia Banking School
Pengaruh Self-Service...,Annisa Fakhrani, Ma.-IBS, 2023



82

Mansouri, W. H. A., & Gallear, D. (2016). A quality system’s impact on the service
experience. International Journal of Operations & Production Management
International Journal of Operations &amp; Production Management Iss
International Journal of Operations &amp; Production Management, 35(7),
282-315. http://dx.doi.org/10.1108/IJOPM-03-2014-
0143%5Cnhttp://dx.doi.org/10.1108/1JOPM-04-2013-
0182%5Cnhttp://dx.doi.org/10.1108/1JOPM-08-2012-0315

Manyanga, W., Makanyeza, C., & Muranda, Z. (2022). The effect of customer
experience, customer satisfaction and word. of mouth intention on customer
loyalty: The moderatingsole of consumendemographics. Cogent Business and
Management, 9(1). https://doi.org/10.1080/23311975.2022.2082015

Nyamekye, M. B.,/Adam, D. R., Boateng, H., & Keosiba; J. P. (2021). Place
attachment and brand loyalty: the moderating role of customer experience in
the restaurant setting. International Hospitality Review.
https://doi.org/10.1108/ihr-02-2021-0013

Paisri, W., Ruanguttamanun, C:& Sujchaphong, N. (2022). Customer experience
and commitment on eWOM and revisit intention: A case of Taladtongchom
Thailand. Cogent Business and Management, 9(1).
https://doi.org/10.1080/23311975.2022.2108584

Putro, R. N. C. A., & Rachmat, B. (2019). Effect of Brand Image and Service
Quality on Customer Satisfaction and Loyalty At Bank Jatim Syariah
Surabaya. Russian Journal of Agricultural and Socio-Economic Sciences,

87(3), 152-165. https://doi.org/10.18551/rjoas.2019-03.19

Indonesia Banking School
Pengaruh Self-Service...,Annisa Fakhrani, Ma.-IBS, 2023


http://dx.doi.org/10.1108/IJOPM-03-2014-
http://dx.doi.org/10.1108/IJOPM-04-2013-
http://dx.doi.org/10.1108/IJOPM-04-2013-
http://dx.doi.org/10.1108/IJOPM-08-2012-0315
http://dx.doi.org/10.1108/IJOPM-08-2012-0315

83

Rimadias, S., Alvionita, N., & Amelia, A. P. (2021). Using TikTok in Social Media
Marketing to Create Brand Awareness, Brand Image, and Brand Loyalty on
Tourism  Sector in Indonesia. The Winners, 22(2), 173-182.
https://doi.org/10.21512/tw.v22i2.7597

Shahid Igbal, M., Ul Hassan, M., & Habibah, U. (2018). Impact of self-service
technology (SST) service quality on customer loyalty and behavioral intention:
The mediating role of customer satisfaction. Cogent Business and
Management, 5(1). https://doi.org/10.1080/23311975.2018.1423770

Shetty, D. K., Perule, N., Potti, S. R., Jain, M., Malarout, N., Devesh, S., Vaz, S.
F., Singla, B., & Naik, N#(2022). A study.of service quality in Indian public
sector banks ‘using modified SERVQUAL model. Cogent Business and
Management, 9(1), 0-17. https://doi.org/10.1080/23311975.2022.2152539

Shoukat, M. H., & Ramkissoon, H. (2022). Customer delight, engagement,
experience, value co-creationssplace, identity, and revisit intention: a new
conceptual framewerk. Journal of Hospitality'Marketing and Management,
31(6), 757-775. https://dot-erg/10.10807/19368623.2022.2062692

Suchanek, P., & Kralova, M. (2018). Customer satisfaction and different evaluation
of it by companies. Economic Research-Ekonomska Istrazivanja , 31(1),
1330-1350. https://doi.org/10.1080/1331677X.2018.1484786

Suchanek, P., & Kralova, M. (2019). Customer satisfaction, loyalty, knowledge and
competitiveness in the food industry. Economic Research-Ekonomska
Istrazivanja : 32(2), 1237-1255.

https://doi.org/10.1080/1331677X.2019.1627893

Indonesia Banking School
Pengaruh Self-Service...,Annisa Fakhrani, Ma.-IBS, 2023



84

Supriyanto, A., Wiyono, B. B., & Burhanuddin, B. (2021). Effects of service quality
and customer satisfaction on loyalty of bank customers. Cogent Business and
Management, 8(1). https://doi.org/10.1080/23311975.2021.1937847

Tannus, J., & Andreani, F. (2022). Pengaruh E-Service Quality Dan Customer
Satisfaction Terhadap Customer Loyalty Toko Online Frenue.id di Shopee.
Agora, 10(2).

Tom Dieck, M. C., & Han, D. in D. (2022). The role of immersive technology in
Customer Experience Management. Journal of Marketing Theory and
Practice, 30(1), 108-119. https://doi.org/10.1080/10696679.2021.1891939

Tran, V. D., & Nguyen, N. ¥ T. (2022). Avestigating the relationship between
brand experience dorand authenticity, brand equity, and customer satisfaction:
Evidence from Vietnam. Cogent Business and -Management, 9(1).
https://doi.orgl10.1080/23311975.2022.2084968

Trischler, J., & Westman "Trischlefsd«(2022).“Design for experience—a public
service design approach in the age of digitalization. Public Management
Review, 24(8), 1251-12/0"hitps://doi.erg/10.1080/14719037.2021.1899272

Trivedi, J. (2019). Examining the Customer Experience of Using Banking Chatbots
and Its Impact on Brand Love: The Moderating Role of Perceived Risk.
Journal of Internet Commerce, 18(2), 91-111.

https://doi.org/10.1080/15332861.2019.1567188

Indonesia Banking School
Pengaruh Self-Service...,Annisa Fakhrani, Ma.-IBS, 2023



85

Turner, J. J., & Szymkowiak, A. (2019). An analysis into early customer
experiences of self-service checkouts: Lessons for improved usability.
Engineering Management in Production and Services, 11(1), 36-50.
https://doi.org/10.2478/emj-2019-0003

Vakulenko, Y., Shams, P., Hellstrom, D., & Hjort, K. (2019). Online retail
experience and customer satisfaction: the mediating role of last mile delivery.
International Review of Retail, Distribution and Consumer Research, 29(3),
306-320. https://doi.org/10.1080/09593969.2019.1598466

Wahyuningsih, Nasution, H., Yeni, Y. H.; & Roostika, R. (2022). A comparative
study of generations XY, Z In food purchasing behavior: the relationships
among customer/value, satisfaction, and Ewom. Cogent Business and
Management, 9(1). https://doi.org/10.1080/23311975.2022.2105585

Wicaksono, C. A. (2019). PENGARUH CUSTOMER SATISFACTION,
SWITCHING COST, 'DAN_TRUST._IN BRAND TERHADAP CUSTOMER
LOYALTY.

Wilis, R. A., & Nurwulandari, A«(2020). The Effect of E-Service Quality, E-Trust,
Price and Brand Image Towards E-Satisfaction and Its Impact on E-Loyalty
of Traveloka’s Customer. Jurnal Ilmiah MEA (Manajemen, Ekonomi, &
Akuntansi), 4(3), 1061-1099.
http://journal.stiemb.ac.id/index.php/mea/article/view/609

Winata, L. H. (2015). Pengaruh Customer Satisfaction Terhadap Customer Loyalty
dan Intention To Switch Nasabah BCA Cabang Darmo di Surabaya. Calyptra,

4(2), 1-18.

Indonesia Banking School
Pengaruh Self-Service...,Annisa Fakhrani, Ma.-IBS, 2023


http://journal.stiemb.ac.id/index.php/mea/article/view/609

86

WULANDARI, N. (2016). Brand Experience in Banking Industry: Direct and
Indirect Relationship to Loyalty. Expert Journal of Marketing, 4(1), 1-9.
http://marketing.expertjournals.com/23446773-401

Yusuf, M., Betty Marlina Sihombing, H., Rachid Chenini, A., Agama Islam Negeri
Palopo, I., Bandung, S., & Darma Agung, U. (2022). The Effect of Product
and Service Quality on Consumer Loyalty at Palopo Minimarkets.
IKONOMIKA: Jurnal Ekonomi Dan Bisnis Islam, 7(2), 177-192.

https://ejournal.radenintan.ac.id/index.php/ikonomika

Indonesia Banking School
Pengaruh Self-Service...,Annisa Fakhrani, Ma.-IBS, 2023


http://marketing.expertjournals.com/23446773-401



