
 39 

REFERENCES 

Dick, A. S., and K. Basu. (1994). "Customer Loyalty: Toward an Integrated Conceptual 

Framework." Journal of the Academy of Marketing Science, vol. 22, no. 2, Springer 

Science and Business Media LLC. 

Gentile, C., Spiller, N., & Noci, G. (2007). How to Sustain the Customer Experience: An 

Overview of Experience Components that Co-create Value With the Customer. 

European Management Journal Vol. 25, No. 5, pp. 395–410. 

Ibrahim, M. (2019). "The Role of Customer Satisfaction on the Effect of Service Quality and 

Corporate Image on Customer Loyalty." Management and Economics Journal, vol. 3, 

no. 3, State Islamic University. 

Itorus, H. (2018). Inovasi Layanan MPOSPAY dan Free Pick Up Pos Indonesia dalam 

Peningkatan Kualitas Pelayanan (Studi Pada Kantor Pos Semarang 50000). JPSI 

(Journal of Public Sector Innovations), 2(2), 44–50.  

Lepojević, V., & Đukić, S. (2018). FACTORS AFFECTING CUSTOMER LOYALTY IN 

THE BUSINESS MARKET - AN EMPIRICAL STUDY IN THE REPUBLIC OF 

SERBIA. Facta Universitatis, Series: Economics and Organization, 245.  

MALANUR, FRIESA ERGO. (2016) “Peran Brand Image Pada Keputusan Pelanggan Dalam 

Memilih Jasa Sekolah Basket Pada PT DBL Indonesia”, ETD Repository UGM. 

Manggarani, Cynthia Ayu. (2018)“THE ROLE OF CUSTOMER ENGAGEMENT ON 

CUSTOMER LOYALTY: A STUDY AT a PRIVATE HIGHER EDUCATION 

INSTITUTION.” Hasanuddin Economics and Business Review, vol. 2, no. 1, Fakultas 

Ekonomi dan Bisnis Unhas. 

Rohim, A., & Arvianto, S. (2017). Pengaruh Customer Perceived Value Terhadap Word Of 

Mouth Dengan Customer Loyalty Sebagai Variabel Mediasi (Study Kasus Di CV Putra 

Putri). Eksis: Jurnal Riset Ekonomi dan Bisnis, 12(1). 83-94.  

Sari, O. H. (2017). Influence Of Marketing Mix And Customer Relationship Management On 

Customer Loyalty In Pt. Abc In Jakarta. Jurnal Manajemen Bisnis Dan Kewirausahaan, 

1(2). 183–190.  

The Roles Of Brand Image And Customer Experiences On Customer Loyalty At Indonesian Post
Office
TIAN MALITHA DESY, Tri Nuraniwati, S.S., M.A.
Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/



 40 

Sastika, W. (2016). Analisis pengaruh kualitas website (WEBQUAL 4.0) terhadap keputusan 

pembelian pada website e-commerce traveloka. In Seminar Nasional Teknologi 

Informasi dan Komunikasi (Vol. 2016, pp. 649-657).  

Tamadesha, A. (2018). Pengaruh Customer Experience Dan Brand Image Terhadap Customer 

Loyalty Starbucks Bandung. Journal of Accounting and Business Studies, 3(1). 18–27.  

Tu, Yu-Te, and . Yu-Yi Chang. (2014)“Customer Commitment as a Mediating Variable      

Between Corporate Brand Image and Customer Loyalty.” Journal of Education and 

Vocational Research, AMH International Conferences and Seminars Organizing LLC, 

vol. 5, no. 1 

Warsono, H., Qurniawati, D. R., & S Fauzan, R., & Ahmad, N. (2017). Pengaruh Customer 

Experience terhadap Brand Image pada Handphone Smartfren Andromax C3, Doctoral 

dissertation, STIE Ekuitas.    

The Roles Of Brand Image And Customer Experiences On Customer Loyalty At Indonesian Post
Office
TIAN MALITHA DESY, Tri Nuraniwati, S.S., M.A.
Universitas Gadjah Mada, 2023 | Diunduh dari http://etd.repository.ugm.ac.id/


