50

Daftar Pustaka

Ahmad , K. A, Siti, F. P, Feras, A. A., & Jassim, A. A. (2022). Social
Responbility On The Customer's Loyalty In The Jordanian Banking
Sector. Journal of Southwest Jiaotong University, 57.

Alhelalat, J. A, Ma’moun, A. H, & Twaissi, N. M. (2017). The impact of personal
and functional aspects of restaurant employee service behaviour on

customer satisfaction. International Journal of Hospitality Management,
Vol 66, 46-53.

Andriana, R, Saparso, S, Fitrio, T, Emmywati, E.,, & Badaruddin, B. (2019).
Assessing the relationship between corporate reputation, customer
satisfaction, behavietiral intentions and €ustomer loyalty. International
Journal of Inngvation, 183-199.

Armstrong, R. W.,4& Boon Seng, T. (1991). corporate-customer satisfaction in the
banking the self. Journal of Personality and Secial Psychology, 241-253.

Aslam, W, Arif/l, Farhat, K, & Khursheed, M. (2018). Peran kepercayaan
pelanggan, kualitas layanan dan dimensi nilai dalam menentukan kepuasan
dan loyalitas: Studi empiris industri . 177-194.

Balmer, J. M. T,'& Edmund, R. G. (2003). Corporate brands: What are they? What
of them? EuropeanJournal of Marketingp972-997.

Barclay, D, W, Thompson, R, & Higgins, C. (1995). The Partial Squares Approach
To Causal modeling : Personal Computer Adoption And Use An
[lustration. 285 - 309.

Bougie, S. &. (2016). Research Methods for Business : A Skill Building Approach
Seventh Edition. United States of America: Wiley.

CC, L. (2003). Penilaian Kritis terhadap kepuasan pelanggan dan e-commerce.
Jurnal Audit Manajerial, 202-212.

Fombrun, C, & Shanley M. (1990). What’s in a name? Reputation building and
corporate strategy. Academy of Management , 233-258.

Guenzi, P, De Luca, L. M, & Troilo, G. (2011). Organizational drivers of
salespeople’s customer orientation and selling orientation. Journal of
Personal Selling & Sales Management, 269 - 285.

Hair, J, Black W, Babin B, Anderson R, & Tatham R. (n.d.). Multivariate Data
Analysis. 2006.

Indonesia Banking School

Faktor Pembentuk Customer..., Yusnita Putri Octaviyanti, Ma.-IBS, 2023



51

Halimi, FF, Serge G, Samar R, Jasim, A.-G., & Abdul HN. (2021). mencontohkan
kembali niat muslimah untuk tidak halal restoran bersertifikat di Malaysia.
Journal Of Islamic Marketing.

Homburg, C, Miiller, M, & Klarmann, M. (2011). “When should the customer
really be King? On the optimum level of salesperson customer orientation
in sales encounters”. Journal Of Marketing, 55-74.

I Nengah Asta Gina Jaya Artha, & Ni Ketut Seminari. (2019). PERAN
KEPUASAN PELANGGAN DALAM MEMEDIASI PENGARUH
KUALITAS LAYANAN TERHADAP LOYALITAS PELANGGAN.
Jurnal Manajemen, 7458 — 7485.

Jones, T. O., & Sasser, W. E. (1995). Why Satisfied Customers Defect. Harvard
Business , 88.

Kaur H, & Soch H. (2018). Kepuasan, Kepercayaan dan Loyalitas : menyelidiki
efek mediasi dari komitmen, beralih biaya dan'eitra perusahaan. Jurnal
Studi BisnistAsia, 361-380.

Latif KF, Perez A, & Sahibzada UF. (2020). Corporate social responsibility (CSR)
and customer loyalty in the hotel . International Journal of Hospitality
Management.

Leninkumar, V.{(2017). TihesRelationship between customer satisfaction and
customer trust on customer loyalty. International Journal of Academic
Research in Businesstand Social Sciencesy450-465.

Liaw, Y. J, Chi; N. W& Chuang, A. (2010 ). Examining the mechanisms linking
transformationalileadership, employee customer orientation, and service
performance The mediating roles of pereeived supervisor and coworker
support. Journal of Business and Psychology, 477-492.

Lin, C, T, Chen C W, Wang S J, & Lin C C.(2018). Pengaruh Pembelian Impulsif
terhadap Loyalitas Konsumen Secara Online. Jurnal Kecerdasan Sekitar
dan Komputasi Manusia, 1-11.

Mahmoud Al-Azzam, A. (2015). The Impact of Service Quality Dimensions on
Customer Satisfaction. European Journal of Business and Management,
45-53.

Malhotra. (2009). Riset Pemasaran. Jakarta: Indeks.

Martin, J.S., & Chaney, L.H. (2012). Global Business Etiquettes: A Guide to
International Communication and Custom:s.

Indonesia Banking School

Faktor Pembentuk Customer..., Yusnita Putri Octaviyanti, Ma.-IBS, 2023



52

Moon, T. W, Hur, W. M, & Hyun, S. S. (2019). How service employees’ work
motivations lead to job performance: The role of service employees’ job
creativity and customer orientation. 517-532.

Naik, C. K, Gantasala S.B, & Prabhakar G.V. (2010). Service quality
(SERVQUAL) and its effect on customer satisfaction in retailing.
European journal of social sciences, 231-243.

Onlaor, W., & Rotchanakitumnuai, S. (2010). Meningkatkan loyalitas pelanggan
terhadap tanggung jawab sosial perusahaan seluler Thailand penyedia jasa.
Akademi Sains, Teknik dan Teknologi Dunia,, 41-52.

Pakurar, M., Haddad, H., Nagy, J., Popp, J., & Olah, J. (2019). The Service
Quality Dimensions That Affect Customer Satisfaction In The Jordanian
Banking Sector. 1113.

Pechinthorn, K., & Kyawt Shinn Thant Zin. (2020)., The Influences of Service
Quality Dimensions, Corporate Image and Customer Satisfaction on
Customer Loyalty towards a Commercial Bank in,Myanmar. 2563.

peringkat/bank. (2022). Retrieved from kinerjabank.com:
https://kinerjabank.com/peringkat/bank

Pettijohn, C: E,[Pettijohn, L.'S, & Taylor, A. J. (2002). The influence of
salesperson skill, motivation, and training on the practice of customer.
Psychology & marketing, 743-757.

Prashella, D. A:, Kurniawati, Fachri, H., Diandra, P2K., & Aji, T. (2021).
corporate social responsibility terhadap customer loyalty yang dimediasi
oleh electronic service quality, trust dan customer satisfaction pada

industri perbankan indenesia. jurnal ekoriomi bisnis dan kewirausahaan,
191-211.

Ramaseshan, B., Rabbanee, F. K, & Burford, O. (2018). Combined effects of
franchise management strategies and employee service performance on
customer loyalty: a multilevel perspective. Journal of of Strategic
Marketing, 479-497.

Reichheld, F. F. (1996). Learning From Customer Defections. Harvard Business .

Rofianto, W., Wicaksono, B., & Judha, R. (2015). PERAN SERVICE QUALITY
DAN LOYALTY PROGRAM SEBAGAI PEMBENTUK LOYALITAS
NASABAH. Jurnal llmu Manajemen dan Ekonomika.

Rohmad, Rivaldo, Y., Kamanda, S. V., & Yusman, E. (2022). The Influence Of
Brand Image, Promotion And Trust On Customer . 2385-2392.

Indonesia Banking School

Faktor Pembentuk Customer..., Yusnita Putri Octaviyanti, Ma.-IBS, 2023



53

Salanova, M, Agut, S, & Peir9, J. M. (2005). Linking organizational resources and
work engagement to employee performance and customer loyalty: the
mediation of service climate. Journal of Marketing Research, Vol. 19,
343-351.

Salmones, M. D. M. G. D. L, Perez, A, & Bosque, I. R. D. (2009). The social role
of financial companies as a determinant of consumer behaviour. The
International Journal of Bank Marketing.

Saxe R, & Weitz B.A. (1982). The SOCO scale: a measure of the customer
orientation of salespeople. Journal of Marketing Research, 343-351.

Singh, R, & Das, G. (2013). The impact of job satisfaction, adaptive selling
behaviors and customer orientation on salesperson’s performance:

exploring the moderating role of selling experience. Journal of Business &
Industrial MarketinggWol. 28 No. 7, 554=564.

Suhendi, A. N., & Jaldri, M. (2023). Analisis Faktor-Faktor yang Mempengaruhi
Customer Loyalty terhadap produk dengan customer satisfaction. Jurnal
Pusaran Manajemen.

Sui, J. J., & Baloglu, S. (2003). The role of emotional commitment in relationship
marketing: An empirical investigation of a loyalty model for casinos.
Journal\ef Hospitality & Tourism Research,.

Terho, H., Eggert, A, Haas, A, & Ulaga W. (2015). How sales strategy translates
intoperformance:_theitole of salespersomieustomer orientation and value-
based selling, 12- 21.

Tseng, L. M. (2019). How. customer orientation leads to customer satisfaction:
Mediating mechanisms,of service wonkers’ etiquettes and creativity.
International Journal of Bank Marketing, 210-255.

Volokhova, G. (2021). The influence of corporate reputation on competitiveness
of an enterprise. 49-54.

Wachner, T, Plouffe, C. R, & Grégoire, Y. (2009). SOCO's impact on individual
sales performance: The integration of selling skills as a missing link.
Industrial Marketing Management, 224-234.

Walker K. (2010). A systematic review of the corporate reputation literature:
Definition, measurement, and theory. 357-387.

Winasih, T., & Hakim, L. (2021). Peran Kepuasan Sebagai Variabel Mediasi
Kualitas Layanan dan Kepercayaan Nasabah terhadap Loyalitas Nasabah
Bank Syariah. Jurnal Ekonomi dan Perbankan Syariah.

Indonesia Banking School

Faktor Pembentuk Customer..., Yusnita Putri Octaviyanti, Ma.-IBS, 2023



54

Zablah, AR, Franke, G.R, Brown, T.J., & Bartholomew, D.E. (2012). “How and
when does customer orientation influence frontline employee job
outcomes? A meta-analyticevaluation evaluation”. Journal of Marketing,
21-40.

Indonesia Banking School

Faktor Pembentuk Customer..., Yusnita Putri Octaviyanti, Ma.-IBS, 2023





