
125 
  

DAFTAR PUSTAKA 
 

 

Andreassen, TW. 1999. What Drives Customer Loyalty with Complaint  

Resolution?. Journal of Service Research, Vol 1, No 4. 

 

Barnes, James G, 2012. Secreat of Customer Relationship Management. (Rahasia  

Manajemen Hubungan Pelanggan) Terjemahan Haerudin. Edisi 1. Andi  

Yogyakarta. 

 

Bhote, Keki R.1996.Beyond Customer Satisfaction to Customer Loyalty. American  

Management Association. Hal 56. 

 

Buttle, Francis. 2007. Customer Relationship Management (terjemahan:Arief  

Subianto). Bayumedia Publishing. 

 

Brown, et al., 2005. Spreading The Words : Investigating Antecedents of    

Customer’s Positive Word of Mouth Intention And Behavior in Retailing  

Context. Academy of Marketing Science Journals. Vol.33, no 2, p.123-138. 

 

Choi, Boemjoon dan Beom Jin Choi. 2014. The Effect of Perceived service  

recovery justice on customer affection, Loyalty, and Word of Word of  

Mouth. Emerald Insight: European Journal of Marketing. Vol 48 No 1/2. 

 

Petzer, Daniel J. , et al. 2017. Perceived justice, service satisfaction and behavior  

intentions following  service recovery efforts in a South African retail 

 banking context.  International Journal of Bank Marketing, Vol. 35 

 Issue: 2, pp.241-253. 

 

Daskin dan Kasim. 2016. Exploring The Impact Of Service Recovery On Customer 

Affection, Perceived Value, And Sabotaging Behaviour: Does Gender  

Make A Difference?. 

 

Del-Rio-Lanza et.al. 2013. Satisfaction with Sevice Recovery: Perceived Justice  

and Emotional Responses. Journal of Business Research. 62, 8, 775-771. 

 

https://www.emeraldinsight.com/author/Petzer%2C+Daniel+J


126 
  

Gustafsson, Anders. 2009. Customer co creation in service innovation: a matter of  

communication?. Journal of Service Management. Vol. 23 Iss: 3, pp.311 –  

32. 

 

Hair et.all. 2009. Multivariate Data Analysis (7th ed.). Upper Saddle River. NI:  

Prentice Hall. 

 

Hirschman, A. O.1973. The Strategy of Economics Development. Vol. 10.  

University of Texas: Yale University Press. 

 

Hoffman & Bateson. 2011. Service Marketing, International. Edition 4e. Colorado  

State University : Cengage Learning. 

 

Howard, J.A. and Sheth J.N. 1969, The Theory of Buyer Behavior. (Edisi cetak  

ulang) New York: John Wiley and Sons. 

 

Jaywant Singh dan Benedetta Crisafulli. 2016. Managing online service recovery:  

procedures, justice and customer satisfaction. Journal of  Service Theory  

and Practice, Vol. 26, No 6, Hal 764-787. 

 

Kotler, Philip dan Amstrong, Gary. 2014. Principles of Marketing. 12th Edition.  

Jilid 1. Terjemahan Bob Sabran Jakarta : Erlangga. 

 

Mattila, Pekka. 2013. Fanaticism – Its Development and Meanings in Consumers’  

Lives. Didapatkan dari www.aaltomediamark.org. (Diakses tanggal 6 April  

2019). 

 

Maxham III, J.G., Netemeyer, R.G. 2002. Modeling Customer Perceptions of  

Complaint Handling Over time: The Effects of Perceived Justice  

Satisfaction and intent on intent. Journal of Retailing. 78 (239-252).  

 

Loan, Nguyen T. Q. dan Ngo Q. Hung. 2018. Factors Affecting Satisfaction and  

Reuse Intention of Customers using Online Motorbike Service. Journal  

of Science Ho Chi Minh City Open University Vol. 8. No. 3, Hal 25-38. 

 

Liu, Chih-Hsing Sam, Tingko Lee. 2016. Service quality and price perception of  

service: Influence on word-of-mouth and revisit intention. Journal of  

Transport Management. Vol. 52, Hal. 42-54. 

https://www.emeraldinsight.com/author/Singh%2C+Jaywant
https://www.emeraldinsight.com/author/Crisafulli%2C+Benedetta


127 
  

 

Pizzutti, Cristiane dan Kenny Basso. 2012. Do ongoing relationships buffer the  

effects of service recovery on customers’ trust and loyalty?. Emerald 

 Group Publishing Limited: International Journal of Bank Marketing. Vol.  30.  

No. 3, Hal. 168-192.  

 

 

Prasongsukarn, Kriengsin dan Paul G. Patterson. 2012. An extended service  

recovery model: the moderating impact of temporal sequence of events.  

Journal of Services Marketing,. Vol. 26 Issue: 7, pp.510-520. 

 

Preacher, K.J., Rucker, D.D, dan Hayes, A.F. 2007. Addressing Moderated  

Mediation Hypotheses: Theory, Methods, and Prescriptions. Multivariate

 Behavioral Research. 

 

Purbandari, Eny et.al . 2018 .Word of Mouth Sebagai Konsekuensi Kepuasan  

Pelanggan. Jurnal Manajemen dan Pemasaran Jasa. Vol. 11 No. 1 Maret  

2018 : 111-124 . ISSN 2442 – 9732. 

 

Rambat dan Hamdani. 2001. Manajemen Pemasaran Jasa. Penerbit Salemba  

Empat. Jakarta. 

 

Sharah, Raja dan Eka Fatricia. 2018. The Effect Of Service Recovery On  

Speedy’s Customer Satisfaction. Jurnal Digest Marketing. Vol. 3 No.1,  

Januari Juli, 2018. ISSN : 2338-123 X. 

 

Tjiptono, Fandy. 2008. Strategi Pemasaran, Edisi 3, ANDI: Yogyakarta. 

 

Vahedi, Elham et al. 2014. Assessing the Role of Brand Personality on Trust,  

Affection, Loyalty, and Customer Satisfaction in Governmental  

Organization: ( Case of Study: Maskan Bank). Research Journal of Recent  

Sciences. ISSN 2277-2502. Vol.3, Hal 130-138. 

 

Wijaithammarit, Songsak dan Teera Taechamaneestit. 2012. The Impact of  

Customer Experience Management on Customer Loyalty of Supercenter's  

Shopper in Thailand. International Journal of e-education, e-Business, e- 

Management and and e-learning. Vol.2, No 6. 

 


