FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

DAFTAR PUSTAKA

Ahn, T., Ryu, S., & Han, 1. (2004). The impact of the online and offline features on the user
acceptance of Internet shopping malls. Electronic commerce research and
applications, 3(4), 405-420.

Almohaimmeed, B. (2019). Pillars of customer retention: An empirical study on the influence
of customer satisfaction, customer loyalty, customer profitability on customer
retention. Serbian Journal of Management, 14(2), 421-435.

Alshurideh, M., Masa'deh, R. M. D. T., & Alkurdi, B. (2012). The effect of customer
satisfaction upon customer retention in the Jordanian mobile market: An empirical
investigation. European Journal of Economics, Finance and Administrative
Sciences, 47(12), 69-78.

Andaleeb, S. S., & Conway, C. (2006). Customer satisfaction in the restaurant industry: an
examination of the transaction-specific model. Journal of services marketing.

Anderson, E. W., & Sullivan, M. W. (1993). The antecedents and consequences of customer
satisfaction for firms. Marketing science, 12(2), 125-143.

Armstrong, R. W., & Yee, S. M. (2001). Do Chinese trust Chinese? A study of Chinese buyers
and sellers in Malaysia. Journal of International Marketing, 9(3), 63-86.

Azman, N. 1. binti, Mashuri, N. A. binti A., & Ibrahim, S. O. A.-E. bin W. (2021). The Online
Food Delivery Service and their Impact on Customer Satisfaction among University
Students in Malaysia. International Journal of Academic Research in Business and
Social Sciences, 11(6), 1665-1674.

Badan Pengawas Obat dan Makanan. (2022). Statistik peraturan komoditi obat. Diambil dari
https://jdih.pom.go.id/view/chart/1 diakses pada 01 Maret 2022.

Bamford, D., & Xystouri, T. (2005). A case study of service failure and recovery within an
international airline. Managing Service Quality: An International Journal.

Bansal, H. S., & Voyer, P. A. (2000). Word-of-mouth processes within a services purchase
decision context. Journal of service research, 3(2), 166-177.

Bloemer, J., De Ruyter, K. O., & Wetzels, M. (1999). Linking perceived service quality and
service loyalty: a multi-dimensional perspective. European journal of marketing.

Bolton, L. E., Warlop, L., & Alba, J. W. (2003). Consumer perceptions of price (un)
fairness. Journal of consumer research, 29(4), 474-491.

Bowen, J. T., & Chen, S. L. (2001). The relationship between customer loyalty and customer

satisfaction. International journal of contemporary hospitality management.



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
r%/\}x]/{n':/[ A J., Barry, T. E., Dacin, P. A., & Gunst, R. F. (2005). Spreading the word:

Investigating antecedents of consumers’ positive word-of-mouth intentions and
behaviors in a retailing context. Journal of the academy of marketing science, 33(2), 123-
138.

Campbell, M. C. (1999). Perceptions of price unfairness: antecedents and
consequences. Journal of marketing research, 36(2), 187-199.

Cater, B., & Cater, T. (2009). Relationship-value-based antecedents of customer satisfaction
and loyalty in manufacturing. Journal of Business & Industrial Marketing.

Chakraborty, G., Srivastava, P., & Marshall, F. (2007). Are drivers of customer satisfaction
different for buyers/users from different functional areas?. Journal of Business &
Industrial Marketing.

Chandrasekhar, N., Gupta, S., & Nanda, N. (2019). Food delivery services and customer
preference: a comparative analysis. Journal of Foodservice Business Research, 22(4),
375-386.

Chang, H. H., Jeng, D. J. F., & Hamid, M. R. A. (2013). Conceptualising consumers’ word-of-
mouth behaviour intention: evidence from a university education services in
Malaysia. Service Business, 7(1), 17-35.

Chaniotakis, I. E., & Lymperopoulos, C. (2009). Service quality effect on satisfaction and word
of mouth in the health care industry. Managing Service Quality: An International
Journal.

Cheung, C. M. Y., Sia, C. L., & Kuan, K. K. (2012). Is this review believable? A study of
factors affecting the credibility of online consumer reviews from an ELM
perspective. Journal of the Association for Information Systems, 13(8), 2.

Chiou, J. S., & Droge, C. (2006). Service quality, trust, specific asset investment, and expertise:
Direct and indirect effects in a satisfaction-loyalty framework. Journal of the academy
of marketing science, 34(4), 613-627.

Choi, E. K., Wilson, A., & Fowler, D. (2013). Exploring customer experiential components
and the conceptual framework of customer experience, customer satisfaction, and actual
behavior. Journal of foodservice business research, 16(4), 347-358.

Choi, S. H. (2018). Impact on customer trust and customer satisfaction according to the
Logistics Service Quality of home shopping. International Journal of Pure and Applied
Mathematics, 118(19), 277-289.

Clark, M. (1997). Modelling the impact of customer-employee relationships on customer

retention rates in a major UK retail bank. Management Decision.



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
%A(?fﬁ]é[ryﬁpﬁ., & Bienstock, C. C. (2006). Measuring service quality in e-retailing. Journal of

service research, 8(3), 260-275.

Cooil, B., Keiningham, T. L., Aksoy, L., & Hsu, M. (2007). A longitudinal analysis of customer
satisfaction and share of wallet: Investigating the moderating effect of customer
characteristics. Journal of marketing, 71(1), 67-83.

Cooper, Donald R., dan Pamela S. Schindler. 2014. Business Research Methods. Twelfth Ed.
Florida: McGraw Hill.

Danesh, S. N., Nasab, S. A., & Ling, K. C. (2012). The study of customer satisfaction, customer
trust and  switching  barriers on  customer retention in  Malaysia
hypermarkets. International Journal of business and Management, 7(7), 141-150.

Dapkevicius, A., & Melnikas, B. (2009). Influence of price and quality to customer
satisfaction: neuromarketing approach. Mokslas—Lietuvos ateitis/Science—Future of
Lithuania, 1(3), 17-20.

De Matos, C. A., & Rossi, C. A. V. (2008). Word-of-mouth communications in marketing: a
meta-analytic review of the antecedents and moderators. Journal of the Academy of
marketing science, 36(4), 578-596.

Deng, Z., Lu, Y., Wei, K. K., & Zhang, J. (2010). Understanding customer satisfaction and
loyalty: An empirical study of mobile instant messages in China. International journal
of information management, 30(4), 289-300.

Dholakia, R. R., & Zhao, M. (2010). Effects of online store attributes on customer satisfaction
and repurchase intentions. International journal of retail & distribution management.

Dick, A. S., & Basu, K. (1994). Customer loyalty: toward an integrated conceptual
framework. Journal of the academy of marketing science, 22(2), 99-113.

Dodds, W. B., Monroe, K. B., & Grewal, D. (1991). Effects of price, brand, and store
information on buyers’ product evaluations. Journal of marketing research, 28(3), 307-
319.

Délarslan, E. S. (2014). Assessing the effects of satisfaction and value on customer loyalty
behaviors in service environments: High-speed railway in Turkey as a case
study. Management Research Review.

Doney, P. M., & Cannon, J. P. (1997). An examination of the nature of trust in buyer—seller
relationships. Journal of marketing, 61(2), 35-51.

Doucette, W. R., & Jambulingam, T. (1998). Drug wholesaler and customers: attitudes and

expectations on current and future service integration. Report to National Wholesale



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
GADJAHMADA . . PP
) ﬂrugglsts Association  (now  HDMA—Healthcare  Distribution ~ Management

Association).

Doucette, W. R., & Wiederholt, J. B. (1994). Determinants of pharmacists' satisfaction with
drug wholesalers: a national study. Journal of Pharmaceutical Marketing &
Management, 9(2), 3-23.

Diindar, A. O., & Oztiirk, R. (2020). The effect of on-time delivery on customer satisfaction
and loyalty in channel integration. Business & Management Studies: An International
Journal, 8(3), 2675-2693.

Ennew, C. T., Banerjee, A. K., & Li, D. (2000). Managing word of mouth communication:
empirical evidence from India. International Journal of Bank Marketing.

Fan, J. (2011). The vehicle routing problem with simultaneous pickup and delivery based on
customer satisfaction. Procedia engineering, 15, 5284-52809.

Ganesan, S. (1994). Determinants of long-term orientation in buyer-seller
relationships. Journal of marketing, 58(2), 1-19.

Garbarino, E., & Johnson, M. S. (1999). The different roles of satisfaction, trust, and
commitment in customer relationships. Journal of marketing, 63(2), 70-87.

Gerpott, T. J., Rams, W., & Schindler, A. (2001). Customer retention, loyalty, and satisfaction
in the German mobile cellular telecommunications market. Telecommunications
policy, 25(4), 249-269.

Geyskens, 1., Steenkamp, J. B. E., & Kumar, N. (1998). Generalizations about trust in
marketing channel relationships using meta-analysis. International Journal of Research
in marketing, 15(3), 223-248.

Gilly, M. C., Graham, J. L., Wolfinbarger, M. F., & Yale, L. J. (1998). A dyadic study of
interpersonal information search. Journal of the academy of marketing science, 26(2),
83-100.

Guo, L., Xiao, J. J., & Tang, C. (2009). Understanding the psychological process underlying
customer satisfaction and retention in a relational service. Journal of business
research, 62(11), 1152-1159.

Hair, J. F., Black, W. C., Babin, B. J., dan Anderson, R. E. 2019. Multivariate Data Analysis.

Eighth Ed. Cengage: Boston.

Hair, J. F., Black, W. C., Babin, B. J., dan Anderson, R. E. 2014. Multivariate Data Analysis.
Seventh Ed. Vectors : Prentice Hall.

Hair, J. F., Hult, G. T. M., Ringle, C. M., dan Sarstedt, M. 2014. A Primer on Partial Least
Squares Structural Equation Modelling (PLS-SEM). SAGE Publication, Inc: California.



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
%ﬂﬁgyﬁgﬁ, C., & Poenaru, A. (2010). The role of trust in consumer relationships. Escp europe

business school, 1-17.

Han, H., & Ryu, K. (2009). The roles of the physical environment, price perception, and
customer satisfaction in determining customer loyalty in the restaurant industry. Journal
of hospitality & tourism research, 33(4), 487-510.

Hanaysha, J. (2016). Testing the effects of food quality, price fairness, and physical
environment on customer satisfaction in fast food restaurant industry. Journal of Asian
Business Strategy, 6(2), 31-40.

Handfield, R. B., & Pannesi, R. T. (1992). An empirical study of delivery speed and
reliability. International Journal of Operations & Production Management.

Handoko, L. P. (2016). The effect of product quality and delivery service on online-customer
satisfaction in Zalora Indonesia. Jurnal EMBA: Jurnal Riset Ekonomi, Manajemen,
Bisnis dan Akuntansi, 4(1).

Hanif, M., Hafeez, S., & Riaz, A. (2010). Factors affecting customer satisfaction. International
research journal of finance and economics, 60(1), 44-52.

Hansemark, O. C., & Albinsson, M. (2004). Customer satisfaction and retention: the
experiences of individual employees. Managing Service Quality: An International
Journal.

Hart, P., & Saunders, C. (1997). Power and trust: Critical factors in the adoption and use of
electronic data interchange. Organization science, 8(1), 23-42.

Hartline, M. D., & Jones, K. C. (1996). Employee performance cues in a hotel service
environment: Influence on perceived service quality, value, and word-of-mouth
intentions. Journal of business research, 35(3), 207-215.

Hedin, J., Jonsson, M., & Ljunggren, J. (2006). Delivery performance: How to define &
measure delivery performance in a triadic relationship.

Hennig-Thurau, T., & Klee, A. (1997). The impact of customer satisfaction and relationship
quality on customer retention: A  critical reassessment and model
development. Psychology & marketing, 14(8), 737-764.

Herrmann, A., Xia, L., Monroe, K. B., & Huber, F. (2007). The influence of price fairness on
customer satisfaction: an empirical test in the context of automobile purchases. Journal
of product & brand management.

Hess, J., & Story, J. (2005). Trust-based commitment: multidimensional consumer-brand

relationships. Journal of consumer Marketing.



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
?f\onA]iL.MIéE/,\ & Zheng, Y. S. (2004). Setting customer expectation in service delivery: An

integrated marketing-operations perspective. Management Science, 50(4), 479-488.

Hsu, S. H. (2008). Developing an index for online customer satisfaction: Adaptation of
American Customer Satisfaction Index. Expert systems with Applications, 34(4), 3033-
3042.

Hui, E. C., & Zheng, X. (2010). Measuring customer satisfaction of FM service in housing
sector: A structural equation model approach. Facilities.

Hutchinson, D., Singh, J., Svensson, G., & Mysen, T. (2011). Antecedents and postcedents of
satisfaction in business relationships in Canada. International journal of logistics
economics and globalisation, 3(4), 189-209.

Hutchinson, J., Lai, F., & Wang, Y. (2009). Understanding the relationships of quality, value,
equity, satisfaction, and behavioral intentions among golf travelers. Tourism
management, 30(2), 298-308.

Ibojo, B. O. (2015). Impact of customer satisfaction on customer retention: A case study of a
reputable bank in Oyo, Oyo State, Nigeria. International Journal of Managerial Studies
and Research (IJMSR), 3(2), 42-53.

Jan, M. T., Abdullah, K., & Shafiq, A. (2013). The impact of customer satisfaction on word-
of-mouth: conventional banks of Malaysia investigated. International Journal of
Information Technology & Computer Science, 10(3), 14-23.

Jie, Y. U., Subramanian, N., Ning, K., & Edwards, D. (2015). Product delivery service provider
selection and customer satisfaction in the era of internet of things: A Chinese e-retailers’
perspective. International Journal of Production Economics, 159, 104-116.

Kassim, N. M., & Abdullah, N. A. (2008). Customer loyalty in e-commerce settings: an
empirical study. Electronic Markets, 18(3), 275-290.

Kaura, V., Prasad, C. S. D., & Sharma, S. (2015). Service quality, service convenience, price
and fairness, customer loyalty, and the mediating role of customer
satisfaction. International journal of bank marketing.

Kementerian Kesehatan Republik Indonesia. (2022). E-Report PBF. Diambil dari
https://pbf.kemkes.go.id/front/information/regulation diakses pada 01 Maret 2022.
Kementerian PPN/Bappenas (2022). Sekilas SDGs. Diambil dari

https://sdgs.bappenas.go.id/sekilas-sdgs/ diakses pada 01 Maret 2022.

Khan, I. (2012). Impact of customers satisfaction and customers retention on customer

loyalty. International Journal of Scientific & Technology Research, 1(2), 106-110.



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
%Pr{{\,w/j]?,AFerrin, D. L., & Rao, H. R. (2008). A trust-based consumer decision-making model

in electronic commerce: The role of trust, perceived risk, and their antecedents. Decision
support systems, 44(2), 544-564.

Kitapci, O., Akdogan, C., & Dortyol, 1. T. (2014). The impact of service quality dimensions
on patient satisfaction, repurchase intentions and word-of-mouth communication in the
public healthcare industry. Procedia-Social and Behavioral Sciences, 148, 161-169.

Kundu, S., & Datta, S. K. (2015). Impact of trust on the relationship of e-service quality and
customer satisfaction. EuroMed Journal of Business.

Lau, G. T., & Lee, S. H. (1999). Consumers' trust in a brand and the link to brand
loyalty. Journal of Market-Focused Management, 4(4), 341-370.

Lee, J., Lee, J., & Feick, L. (2001). The impact of switching costs on the customer satisfaction-
loyalty link: mobile phone service in France. Journal of services marketing.

Leninkumar, V. (2019). Antecedents of Customer Satisfaction. Archives of Business Research,
7(6), 62-76.

Lim, B. C., & Chung, C. M. (2011). The impact of word-of-mouth communication on attribute
evaluation. Journal of Business Research, 64(1), 18-23.

Lin, C. C., Wu, H. Y., & Chang, Y. F. (2011). The critical factors impact on online customer
satisfaction. Procedia Computer Science, 3, 276-281.

Lin,J. S. C., & Wu, C. Y. (2011). The role of expected future use in relationship-based service
retention. Managing Service Quality: An International Journal.

Liu, X., He, M., Gao, F., & Xie, P. (2008). An empirical study of online shopping customer
satisfaction in China: a holistic perspective. International Journal of Retail &
Distribution Management, 36(11), 919-940.

Lytle, R. S., & Timmerman, J. E. (2006). Service orientation and performance: an
organizational perspective. Journal of Services Marketing.

Martin-Consuegra, D., Molina, A., & Esteban, A. (2007). An integrated model of price,
satisfaction and loyalty: an empirical analysis in the service sector. Journal of Product
& Brand Management.

Massad, N., Heckman, R., & Crowston, K. (2006). Customer satisfaction with electronic
service encounters. International Journal of Electronic Commerce, 10(4), 73-104.

Maxham III, J. G. (2001). Service recovery's influence on consumer satisfaction, positive

word-of-mouth, and purchase intentions. Journal of business research, 54(1), 11-24.



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
%gjféﬁaMmA?ﬁ, J. G., & Netemeyer, R. G. (2002). A longitudinal study of complaining customers'

evaluations of multiple service failures and recovery efforts. Journal of marketing, 66(4),
57-71.

Maxwell, S., Lee, S., Anselstetter, S., Comer, L. B., & Maxwell, N. (2009). Gender differences
in the response to unfair prices: a cross-country analysis. Journal of Consumer
Marketing.

Mittal, V., & Kamakura, W. A. (2001). Satisfaction, repurchase intent, and repurchase
behavior: Investigating the moderating effect of customer characteristics. Journal of
marketing research, 38(1), 131-142.

Moenardy, K. K., Arifin, S. Z., & Kumadji, S. (2016). The effect of service quality and
relationship marketing to customer value, customer satisfaction, switching cost, and
customer retention: A case study on the customers of bank NTT at East Nusa Tenggara
Province. International journal of management and administrative sciences, 3(4), 48-63.

Mohd Kassim, N., & Souiden, N. (2007). Customer retention measurement in the UAE banking
sector. Journal of Financial Services Marketing, 11(3), 217-228.

Moorman, C., Deshpande, R., & Zaltman, G. (1993). Factors affecting trust in market research
relationships. Journal of marketing, 57(1), 81-101.

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of relationship
marketing. Journal of marketing, 58(3), 20-38.

Mukherjee, A., & Nath, P. (2003). A model of trust in online relationship
banking. International journal of bank marketing.

Murray, K. B. (1991). A test of services marketing theory: consumer information acquisition
activities. Journal of marketing, 55(1), 10-25.

Nazari, M., Hosseini, M. A. S., & Kalejahi, S. V. T. (2014). Impact of price fairness on price
satisfaction, customer satisfaction and customer loyalty in iran telecommunication
market (case: Mtn irancell company). Asian Journal of Research in Marketing, 3(1),
131-144.

Nikbin, D., Ismail, I., & Marimuthu, M. (2013). The relationship between informational justice,
recovery satisfaction, and loyalty: the moderating role of failure attributions. Service
Business, 7(3), 419-435.

Patrick, A. S. (2002). Building trustworthy software agents. [EEE Internet Computing, 6(6),
46-53.



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
DJAH MADA o o o . .
a\;fou, - A. (2002). Institution-based trust in interorganizational exchange relationships: the

role of online B2B marketplaces on trust formation. The Journal of Strategic Information
Systems, 11(3-4), 215-243.

Pham, T. S. H., & Ahammad, M. F. (2017). Antecedents and consequences of online customer
satisfaction: A holistic process perspective. Technological Forecasting and Social
Change, 124, 332-342.

Posselt, T., & Gerstner, E. (2005). Pre-sale vs. post-sale e-satisfaction: Impact on repurchase
intention and overall satisfaction. Journal of Interactive Marketing, 19(4), 35-47.
Poujol, J. F., Siadou-Martin, B., Vidal, D., & Pellat, G. (2013). The impact of salespeople's
relational behaviors and organizational fairness on customer loyalty: An empirical study

in B-to-B relationships. Journal of Retailing and Consumer Services, 20(5), 429-438.

Rahmatulloh, M. Z. A., & Melinda, T. (2021). Analysis of the Effect of Service Quality and
Customer Satisfaction on the Repurchase Intention, Word of Mouth and Customer
Retention for Party Equipment Rental **Suyono" in Surabaya. KnE Social Sciences, 46-
56.

Ranaweera, C., & Prabhu, J. (2003). The influence of satisfaction, trust and switching barriers
on customer retention in a continuous purchasing setting. International journal of service
industry management.

Ravald, A., & Gronroos, C. (1996). The value concept and relationship marketing. European
Jjournal of marketing, 30(2), 19-30.

Razzaque, M. A., & Boon, T. G. (2003). Effects of dependence and trust on channel
satisfaction, commitment and cooperation. Journal of Business to Business
marketing, 10(4), 23-48.

Reibstein, D. J. (2002). What attracts customers to online stores, and what keeps them coming
back?. Journal of the academy of Marketing Science, 30(4), 465-473.

Repo, K. L. (1999). Word-of-mouth communication in the hospitality industry. Swedish School
of Economics and Business Administration Research Reports.

Rotter, J. B. (1971). Generalized expectancies for interpersonal trust. American
psychologist, 26(5), 443.

Rousseau, D. M., Sitkin, S. B., Burt, R. S., & Camerer, C. (1998). Not so different after all: A
cross-discipline view of trust. Academy of management review, 23(3), 393-404.

Saeed, K. A., Grover, V., & Hwang, Y. (2005). The relationship of e-commerce competence
to customer value and firm performance: An empirical investigation. Journal of

Management Information Systems, 22(1), 223-256.



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
%ﬂgﬁe'\@é%\., & Purani, K. (2008). Modelling the consequences of e-service quality. Marketing

Intelligence & Planning.

Sekaran, Uma, dan Roger Bougie. 2016. Research Methods for Business A Skill Building
Approach Seventh Edition. United Kingdom: John Wiley and Sons Ltd.

Setiawan, E., Wati, S., Wardana, A., & Ikhsan, R. (2020). Building trust through customer
satisfaction in the airline industry in Indonesia: Service quality and price fairness
contribution. Management Science Letters, 10(5), 1095-1102.

Setiawan, H., & Sayuti, A. J. (2017). Effects of service quality, customer trust and corporate
image on customer satisfaction and loyalty: an assessment of travel agencies customer in
South Sumatra Indonesia. IOSR Journal of Business and Management (IOSR-
JBM), 19(5), 31-40.

Shirsavar, H. A., Gilaninia, S., & Almani, A. M. (2012). A study of factors influencing positive
word of mouth in the Iranian banking industry. Middle-East Journal of Scientific
Research, 11(4), 454-460.

Singh, J., & Sirdeshmukh, D. (2000). Agency and trust mechanisms in consumer satisfaction
and loyalty judgments. Journal of the Academy of marketing Science, 28(1), 150-167.

Sirdeshmukh, D., Singh, J., & Sabol, B. (2002). Consumer trust, value, and loyalty in relational
exchanges. Journal of marketing, 66(1), 15-37.

Séderlund, M., & Julander, C. R. (2003). The variable nature of services: An empirical
examination of trust and its effects on customers' satisfaction responses to poor and good
service. Total Quality Management & Business Excellence, 14(3), 291-304.

Sohail, M. S. (2012). The antecedents of relationship marketing and customer loyalty: a
conceptual framework to determine outcomes. In International Conference on
Economics, Business Innovation IPEDR (Vol. 38).

Srinivasan, S. S., Anderson, R., & Ponnavolu, K. (2002). Customer loyalty in e-commerce: an
exploration of its antecedents and consequences. Journal of retailing, 78(1), 41-50.
Sustainable Development Goals. (2022). The 17 Goals. Diambil dari https://sdgs.un.org/goals

diakses pada 01 Maret 2022.

Swanson, S. R., & Kelley, S. W. (2001). Service recovery attributions and word-of-mouth
intentions. European Journal of Marketing.

Sweeney, J. C., Soutar, G. N., & Mazzarol, T. (2008). Factors influencing word of mouth
effectiveness: receiver perspectives. European journal of marketing.

Tam, J. L. M. (2012). The moderating role of perceived risk in loyalty intentions: an

investigation in a service context. Marketing Intelligence & Planning.



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
AH M . . ) . . .
Eﬂajga, A (2003). Capturing value creation in business relationships: A customer

perspective. Industrial marketing management, 32(8), 677-693.

Varki, S., & Colgate, M. (2001). The role of price perceptions in an integrated model of
behavioral intentions. Journal of service research, 3(3), 232-240.

Wantara, P., & Tambrin, M. (2019). The Effect of price and product quality towards customer
satisfaction and customer loyalty on madura batik. International Tourism and Hospitality
Journal, 2(1), 1-9.

Weinstein, A. (2002). Customer retention: A usage segmentation and customer value
approach. Journal of Targeting, Measurement and analysis for Marketing, 10(3), 259-
268.

Westbrook, R. A. (1987). Product/consumption-based affective responses and postpurchase
processes. Journal of marketing research, 24(3), 258-270.

Wien, A. H., & Olsen, S. O. (2012). Evaluation context's role in driving positive word-of-
mouth intentions. Journal of Consumer Behaviour, 11(6), 504-513.

Wirtz, J., & Chew, P. (2002). The effects of incentives, deal proneness, satisfaction and tie
strength on word-of-mouth behaviour. International journal of service industry
management.

Wu, C. C,, Liao, S. H., Chen, Y. J., & Hsu, W. L. (2011, December). Service quality, brand
image and price fairness impact on the customer satisfaction and loyalty. In 2071 IEEE
International Conference on Industrial Engineering and Engineering Management (pp.
1160-1164). IEEE.

Xia, L., Monroe, K. B., & Cox, J. L. (2004). The price is unfair! A conceptual framework of
price fairness perceptions. Journal of marketing, 68(4), 1-15.

Ye, Q., Law, R., Gu, B., & Chen, W. (2011). The influence of user-generated content on
traveler behavior: An empirical investigation on the effects of e-word-of-mouth to hotel
online bookings. Computers in Human behavior, 27(2), 634-639.

Yi, Y. (1990). A critical review of consumer satisfaction. Review of marketing, 4(1), 68-123.

Yieh, K., Chiao, Y. C., & Chiu, Y. K. (2007). Understanding the antecedents to customer
loyalty by applying structural equation modeling. Total quality management & business
excellence, 18(3), 267-284.

Yu, J. P., & Pysarchik, D. T. (2002). Economic and non-economic factors of Korean
manufacturer-retailer relations. The International Review of Retail, Distribution and

Consumer Research, 12(3),297-318.



FAKTOR-FAKTOR PENENTU DAN KONSEKUENSI DARI KEPUASAN PELANGGAN (STUDI KASUS
PT. LESTARI JAYA FARMA)
IQBAL PRAYOGO H, Bayu Sutikno, S.E., M.S.M., Ph.D

Universitas Gadjah Mada, 2022 | Diunduh dari http://etd.repository.ugm.ac.id/

UNIVERSITAS
e[ijéllglr'\r/[ﬂ\,%/. A., Berry, L. L., & Parasuraman, A. (1996). The behavioral consequences of

service quality. Journal of marketing, 60(2), 31-46.

Ziaullah, M., Feng, Y., & Akhter, S. N. (2014). E-Loyalty: The influence of product quality
and delivery services on e-trust and e-satisfaction in China. International Journal of
Advancements in Research & Technology, 3(10), 20-31.

Zulkarnain, K., Ahasanul, H., & Selim, A. (2015). Key success factors of online food ordering

services: an empirical study. Malaysian institute of Management, 50(2), 19-36.



