DAFTAR PUSTAKA

Anton, C., Camarero, C., Carrero, M. (2007). The Mediating Effect of Satisfaction
on Consumers’ Switching Intention. Psychology & Marketing, 24 (6),511-
538. Doi: 10.1002/mar.20171

Bansal, H. S., Taylor, S. F., James, Y.S. (1999). "Migrating" to New Service
Providers: Toward a Unifying Framework of Consumers' Switching
Behaviors. Journal of the Academy of Marketing Science, 33 (1), 96-115.
Doi: 10.1177/0092070304267928

Baron, R.M. dan Kenny, D.A. (1986). The moderator-mediator variable
distinction in social psychological research: conceptual, strategic, and
statistical considerations. Journal of Personality and Social Psychology,
51 (6), 1173-1182. Doi: 10.1037/0022-3514.51.6.1173

Bhattacherjee, A., Perols, J., & Sanford, C. (2016). Information Technology
Continuance: A Theoretic Extension and Empirical Test. Journal of
Computer Information Systems, 49 (1), 17-26. Doi:
10.1080/08874417.2008.11645302

Bitner, M.J.,, Booms, B.H., Tetreault, M.S. (1990). The service encounter:
diagnosing favorable and unfavorable incidents. Journal of Marketing, 54,
71-84.

Bitner, M.J., Hubbert, A.R. (1994). Encounter satisfaction versus overall
satisfaction versus quality. In: Rust, R.T., Oliver, R.L. (Eds.), Service
Quality: New Directions in Theory and Practice. Thousand Oaks, CA:
Sage, 72-94.

Caruana, A., Money, A.H., dan Berthon, P.R. (2000). Service quality and
satisfaction-the moderating role of value. European Journal of Marketing,
34 (11/12), 1338-1352.
DOl : https://www.researchgate.net/publication/235318773

Clemmer, J. (1990). The three rings of perceived value. Canadian Manager, 15,
12-15.Diakses dari:
https://www.thefreelibrary.com/The+three+rings+of+perceived+value.-
209091843

Colgate, M., Lang, B. (2001). Switching barriers in consumer markets: an
investigation of the financial services industry. Journal of Consumer
Marketing, 18 (4), 332-347. Doi: 10.1108/07363760110393001

Crie, D. (2003). Consumers’ complaint behaviour. Taxonomy, typology and
determinants: Towards a unified ontology. Database Marketing &
Customer  Strategy =~ Management, 11 (1), 60-79. Doi:
10.1057/palgrave.dbm.3240206


https://psycnet.apa.org/doi/10.1037/0022-3514.51.6.1173
https://www.researchgate.net/publication/235318773
https://www.thefreelibrary.com/The%2Bthree%2Brings%2Bof%2Bperceived%2Bvalue.-a09091843
https://www.thefreelibrary.com/The%2Bthree%2Brings%2Bof%2Bperceived%2Bvalue.-a09091843
https://doi.org/10.1057/palgrave.dbm.3240206

88

Desiyanti, N. L., Sudja, I. N., & Budi Martini, L. K. (2018). Effect of Service
Quality on Customer Satisfaction, Customer Delight and Customer
Loyalty (Study on LPD Desa Adat Sembung and LPD Desa Adat
Seseh). International Journal of Contemporary Research and
Review, 9(03), 20660—20668. https://doi.org/10.15520/ijcrr/2018/9/03/483

Ferdinand, A. (2002). Structural Equation Modelling dalam Penelitian
Manajemen, Badan Penerbit Universitas Diponegoro, Semarang.

Ghozali, Imam. (2013). Aplikasi Analisis Multivariate Dengan Program SPSS.
Semarang: Badan Penerbit Universitas Diponegoro.

Hair, J.F., Black, W.C., Babin, B.J. and Anderson, R.E. (2010) Multivariate Data
Analysis. 7th edn. New York: Pearson.

Han, H., Kim, W., Hyun, S.S. (2010). Switching intention model development:
Role of service performances, customer satisfaction, and switching barriers
in the hotel industry. International Journal of Hospitality Management, 30,
619-629. Doi: 10.1016/j.ijhm.2010.11.006

Han, H., and Ryu, K. (2012). Key Factors Driving Customers’ Word-of-Mouth
Intentions in Full-Service Restaurants: The Moderating Role of Switching
Costs. Cornell  Hospitality Quarterly, 53 (2), 96-109. Doi:
10.1177/1938965511433599

Huang, Q., Davison, R. (2011). The impact of different types of satisfaction on
C2C platform loyalty. International Conference on Information Systems
2011 (ICIS 2011), 5, 3617-3633.

Huang, W.Y., and Dubinsky, A.J. (2014). Measuring customer pre-purchase
satisfaction in a retail setting. The Service Industries Journal. 34, (3), 212-
229. Doi: 10.1080/02642069.2013.778249

Jayawardhena, C. (2010). The impact of service encounter quality in service
evaluation: evidence from a business-to-business context. Journal of
Business & Industrial Marketing. 25 (5), 338 - 348. DOI:
http://dx.doi.org/10.1108/08858621011058106

Johnson, M. D., Herrmann, A., & Huber, F. (2006). The evolution of loyalty
intentions [Electronic version]. Journal of Marketing, 70(2), 122-132.
Retrieved [insert date], from Cornell University, School of Hospitality
Administration site: http://scholarship.sha.cornell.edu/articles/435/

Jones, M.A., Suh, J. (2000). Transaction-specific satisfaction and overall
satisfaction: an empirical analysis. Journal of Service Marketing, 14 (2),
147-159. Doi: 10.1108/08876040010371555


https://doi.org/10.15520/ijcrr/2018/9/03/483
https://scholars.cityu.edu.hk/en/publications/the-impact-of-different-types-of-satisfaction-on-c2c-platform-loyalty(b814fae5-9d60-4e45-b491-0a2d7aa2aaa6).html
https://scholars.cityu.edu.hk/en/publications/the-impact-of-different-types-of-satisfaction-on-c2c-platform-loyalty(b814fae5-9d60-4e45-b491-0a2d7aa2aaa6).html
http://dx.doi.org/10.1108/08858621011058106
http://scholarship.sha.cornell.edu/articles/435/
https://doi.org/10.1108/08876040010371555

89

Kaura, V., dan sharma, D.P. (2015). Service quality, service convenience, price
and fairness, customer loyalty, and the mediating role of customer
satisfaction. International Journal of Bank Marketing, 33 (4).

Keaveney, S.M. (1995). Customer switching behavior in service industries: an
exploratory study. Journal of Marketing, 59 (2), 71-82. Doi:
10.2307/1252074

Lehto, x.y., Ounjung, P., dan & Gordon, S.E. (2015). Migrating to new hotels: a
comparison of antecedents of business and leisure travelers’ hotel
switching intentions. Journal of Quality Assurance in Hospitality &
Tourism, 16 (3), 235-258. DOI: 10.1080/1528008X.2014.925787.

Liang, L.J., Choi, H.C., Joppe, M. (2018). Exploring the relationship between
satisfaction, trust and switching intention, repurchase intention in the
context of Airbnb. International Journal of Hospitality Management, 69,
41-48. Doi: 10.1016/j.ijhm.2017.10.015

McDougall, G.H., dan Levesque, T. (2000). Customer satisfaction with services:
putting perceived value into the equation. Journal of Services Marketing,
14, (5),392-410. DOI: https://doi.org/10.1108/08876040010340937

Mosavi, S, M., Sangari, M.S., dan & Keramati, A.(2018): An integrative
framework for customer switching behavior. The Service Industries
Journal. DOI: 10.1080/02642069.2018.1428955

Ofori, K.S., Siaw, O.L., Addae, J.A. (2015). Antecedents of customer switching
intention in the Ghanaian telecommunications industry. Accounting, 1, 95—
108. Doi: 10.5267/j.ac.2015.11.006

Oliver, R.L. (1997). Satisfaction: A Behavioral Perspective on the Consumer.
McGraw-Hill, New York.

Oliver, R.L., 1980. A cognitive model of the antecedents and consequences of
satisfaction decisions. Journal of Marketing Research, 17 (4), 460-469.
Doi: 10.2307/315049

Quach, T.C. (2016). The effects of service quality on Internet Service Provider
customers’ behaviour - a mixed methods study. Asia Pacific Journal of
Marketing and Logistics. 28 (3). DOI: http://dx.doi.org/10.1108/APJML-
03-2015-0039

Quoquab, F., Yasin, N.M., Muhammad, J., Abdullah, N.L., (2018). Antecedents
of switching intention in the mobile telecommunications industry: A
partial least square approach. Asia Pacific Journal of Marketing and
Logistics, 30 (4), 1087-1111. Doi: 10.1108/APJML-06-2017-0121


https://doi.org/10.1108/08876040010340937
http://dx.doi.org/10.1108/APJML-03-2015-0039
http://dx.doi.org/10.1108/APJML-03-2015-0039

90

Phi, Ho Dinh and Huong, Dien Pham, (2021). Satisfaction on Service Quality,
Customer Loyalty and Intention to Switch: A study from the Bank for
Investment and Development of Vietnam. International Journal of
Business and Management Review, Vol.9, No.l, pp.13-32 (2021),
Available at SSRN: https://ssrn.com/abstract=3814449 or
http://dx.doi.org/10.2139/ssrn.3814449

Rajaguru, R. (2016). Role of value for money and service quality on behavioural
intention: A study of full service and low cost airlines. Journal of Air
Transport Management, 53, 114-122. Doi:
10.1016/j.jairtraman.2016.02.008

Scanlan, L., McPhail, J. (2000). Forming Service Relationships with Hotel
Business Travelers: The Critical Attributes to Improve Retention. Journal
of Hospitality & Tourism Research, 24 (4), 491-513. Doi:
10.1177/109634800002400405

Shostack, G.L. (1985). Planning the service encounter. In: Czepiel, J., Solomon,
M., Surprenant, C. (Eds.), The Service Encounter. Lexington BooKks,
Lexington, MA, 243-254.

Smith, A.K., Bolton, R.N., and Wagner, J. (1999). A Model of Customer
Satisfaction with Service Encounters Involving Failure and Recovery.
Journal of Marketing Research, 36, 356-372. Doi:
10.1177/002224379903600305

Sugiyono. (2009). Statistika Untuk Penelitian. Bandung: Alfabeta.
Suliyanto. (2018). Metode Penelitian Bisnis. Yogyakarta: CV. Andi Offset.

Supratna, H., dan Iskandar, B.P. (2013). Evaluation of customer satisfaction using
service quality dimension at D’Seuhah Da Lada restaurant. Journal of
Business and Management. 2, 1, 14-28.

Wicaksono, Praditya Dwi, and Atik Aprianingsih. (2016). The Effects Of Service
Quality To Loyalty Intention: The Mediating Impact Of Customer
Satisfaction. Journal of Business and Management. Vol. 5, No.1, 2016:
59-69


http://dx.doi.org/10.2139/ssrn.3814449
https://doi.org/10.1177%2F002224379903600305

