166

DAFTAR PUSTAKA
Alwin Fauzi Hermawan dan Surharyono. 2018. Pengaruh Customer Relationship Marketing Terhadap Kepuasan Dan Loyalitas Pelanggan (Survei Pada Pelanggan Maskapai Penerbangan Garuda Indonesia Di Kota Malang). Jurnal Administrasi Bisnis (JAB)|Vol. 55 No. 2 Februari 2018.

Anggrahita Satriyo Wiwoho. 2018.  Pengaruh Relationship Marketing, Customer Value, dan Trust Terhadap Loyalitas Pelanggan Pada PT. Asuransi Jiwasraya Cabang Kota Malang. Jurnal Manajemen Bisnis. Volume 8 No. 02 Edisi Oktober 2018.

A. Usmara A, 2013, Strategi Baru Manajemen Pemasaran, cetakan pertama, Penerbit: Amara Books, Yogyakart

Barnes, James G, 2010. Secreat of Customer Relationship Management. (Rahasia Manajemen Hubungan Pelanggan) Terjemahan Haerudin. Edisi 1, Andi Yogyakarta.

Brady, Michael K, 2009.An Exploratory Study of Service Value in The USA and Ecuador, International Journal of Service Industry Management, Vol. 10 No.5, pp 354-367.
Buchari, Alma, 2012. Manajemen Pemasaran dan Pemasaran Jasa. Bandung, Alfabeta.

Dick, Alan S. and Kunal Basu, 2010. “Customer Loyalty: Toward an Integrated Conceptual Framework.” Journal of the Academy of Marketing Science, Vol 22, pp 99-113.
Dube, Laurete, Jordan Le Bel and Dona Sears, 2003. From customer Value to Engineering Pleasurable Experiences in Real Life and Online. Cornell Hotel and Restourant Adminstration Quarterly. Oct-Dec, p. 124-130.
Endang Ruswanti  and Widiyanti Permata Lestari. 2016. The Effect Of Relationship Marketing Towards Customer’s Loyalty Mediated By Relationship Quality  (Case Study In Priority Bank In Niaga).   DeReMa Jurnal Manajemen Vol. 11 No. 2, September 2016.
Evans, J.K and Laskin,.N. 2010, “Searching for a definition of relationship marketing”, Proceedings of the 3rd International Colloquium on Relationship Marketing, University of Melbourne, Melbourne, February.
Fandi, Tjiptono, 2014. Manajemen Jasa, Yogyakarta : Andi Offset. 

Griffin, Jill, 2014. Customer Loyalty, Menumbuhkan dan Mempertahankan Kesetiaan Pelanggan. Terjemahan Dwi Kartini Yahya. Penerbit Erlangga.  
__________, 2012. Customer Loyalty, How to Earn It, How to Keep It, Loxington Books, An Imprint of The Free Press.
Harry Santosa. 2017.  Pengaruh Customer Relationship Marketing dan Nilai Nasabah Terhadap Loyalitas Nasabah Perbankan (Studi PT. BNI Cabang Tembilahan Di Kota Tembilahan ). Jom Fisip Vol. 4 No. 2 – Oktober 2017.
Halbrook, Svend, 2010. Marketing Management: A Relationship Approach, Prentice Hall, Harlow.
Hermawan, Kartajaya, Yuswohady, Madyani, Dewi, dan Dwi Indrio, Bembi, “Marketing in Venus”, cetakan ketiga, PT. Gramedia Pustaka Utama, Jakarta, 2010.

Hill, Nigel. 2010. Handbook of Customer Satisfaction Measurement. Gower: England.

Hoffman, & Betteson, 2010. Internal Service Quality-An Empirical Assessment, International Journal of Quality & Reliablity Management, Vol. 16 No.8, pp. 783-791, London.
Kottler, Philip and Kevin Lane Keller. 2016. Marketing Management. 15th edition. England : Pearson Education.
______________________________, 2012, Marketing Management, 14th Edition, Pearson Education Limited, England. 

Kotler, Philip dan Gary Armstrong., 2010, Principles Of Marketing, 14th Edition, PrenticeHall Pearson, USA.
Lovelock, Christoper H, dan Lauren K, Wright, 2012, Manajemen Pemasaran Jasa, Penyunting Bahasa  oleh:  Agus Widyantoro cetakan kedua, Indeks, Jakarta.
Muhammad Haseeb, Jabbar Ali, Muhammad Shaharyar, Shammas Butt. 2016. Impact of Customer Relationship Marketing on Customer Value Creation and Customer Loyalty in Mobile Service Providers Market: A Case Study of Pakistan. International Journal of Business and Management Invention ISSN (Online): 2319 – 8028, ISSN (Print): 2319 – 801X.
M. Nurman Agustian. 2017. Pengaruh Relationship Marketing Terhadap Kepuasan Pelanggan Dan Loyalitas Pelanggan Pada Jasa Servis PT. Nasmoco Bantul Yogyakarta. Jurnal Manajemen Pemasaran 1(2): 1 9.

Nelson Oly Ndubisi. 2015. Relationship marketing and customer loyalty. Marketing Intelligence & Planning Vol. 25 No. 1, 2015 pp. 98-106.
Rambat, Lupiyoadi, 2013. Manajemen Pemasaran Jasa Teori dan Praktik. Jakarta: Salemba Empat.

Ratih, Hurriyati, 2010, Bauran Pemasaran dan Loyalitas Konsumen (Fokus Pada Konsumen Kartu Kredit Perbankan), Bandung : Alfabeta.
Rizal Syahrial Riadi, Diah Yulisetiarin, Gusti Ayu Wulandari. 2017. Pengaruh Customer Relationship Marketing Terhadap Customer Loyalty Melalui Customer Value Pada Bank Jatim Di Jember. e-Journal Ekonomi Bisnis dan Akuntansi, 2017, Volume IV (2) : 178 – 181.
Sri Harryani. 2017. Customer Relationship Management Influence On Customer Value, Product Quality And Service Quality In Improving Customer Satisfaction And Its Implication On The Customer Loyalty. Jurnal Ekonomi Bisnis Volume 22 No.2, Agustus 2017.
Stanton, William J, 2012. Prinsip Pemasaran, Edisi 7, Alih Bahasa : Y. Lamarto dan Sadu Sundaya, Erlangga, Jakarta.
Zeithaml, Bitner and Gremler. 2012. Services Marketing: Integrating Customer Focus Across the firm. Fifth edition. New York. Mc. Graw Hill international Edition. 

Zeithaml Valerie A, M.J. Bitner, 2010. Service Marketing. First edition, USA : Mc Graw-Hill Co. Inc.
165

