
 

 74 

DAFTAR PUSTAKA 

Akil, S., & Ungan, M. C. (2022). E-commerce logistics service quality: Customer 

satisfaction and loyalty. Journal of Electronic Commerce in Organizations, 20(1). 

https://doi.org/10.4018/JECO.292473 

APJII. (2025). Survei APJII Profil Internet Indonesia 2025. 

Bayol, M.-P., de La Foye, A., Tenenhaus, M., & Tellier, C. (2000). Use of PLS Path 

Modelling to estimate the European Consumer Satisfaction Index (ECSI) model. 

12, 361–375. https://hal.inrae.fr/hal-03110080v1 

BPS. (2024). Badan Pusat Statistik, 2024. 

Chen, C. F., & Cheng, L. T. (2012). A study on mobile phone service loyalty in Taiwan. 

Total Quality Management and Business Excellence, 23(7–8), 807–819. 

https://doi.org/10.1080/14783363.2012.661129 

Ciptadana. (2025). Market Outlook 2024: Telecommunication Sector. 

https://www.ciptadana.com/news/1235 

Dey, B. L., Al-Karaghouli, W., Minov, S., Babu, M. M., Ayios, A., Mahammad, S. S., & 

Binsardi, B. (2020). The Role of Speed on Customer Satisfaction and Switching 

Intention: A Study of the UK Mobile Telecom Market. Information Systems 

Management, 37(1), 2–15. https://doi.org/10.1080/10580530.2020.1696526 

Dhasan, D., & Kowathanakul, S. (2021). The Impact of Service Quality, Promotions, 

and Customer Engagement in Determining Customer Loyalty in the Thai Mobile 

Network Industry. In ABAC Journal (Vol. 41, Issue 1). 

http://www.yozzo.com/news-and-information/mvno-mobile-operator-s/mobile-

market- 

Gounaris, S. P., & Venetis, K. (2002). Trust in industrial service relationships: 

Behavioral consequences, antecedents and the moderating effect of the duration of 

the relationship. Journal of Services Marketing, 16(7), 636–655. 

https://doi.org/10.1108/08876040210447351 

Hair, J. F., Black, W. C., Babin, B. J., & Anderson, R. E. (2019). Multivariate Data 

Analysis Eigth Edition. www.cengage.com/highered 

Hair, J. F., Page, M., Brunsveld, N., Merkle, A., & Cleton, N. (2023). Essential of 

Business Research Methods. Routledge Taylor & Francis Group, 5th Edition. 

Henao Colorado, L. C., & Tavera Mesías, J. F. (2022). Understanding Antecedents of 

Consumer Loyalty toward an Emerging Country’s Telecommunications 

Companies. Journal of International Consumer Marketing, 34(3), 270–297. 

https://doi.org/10.1080/08961530.2021.1951917 

Hussain, K., Abbasi, A. Z., Tsiotsou, R. H., & Ting, D. H. (2025). Antecedences and 

consequences of customer satisfaction in mobile telecom services using PLS-SEM 

and NCA: the moderating role of involvement with ICTs. Journal of Systems and 

Information Technology. https://doi.org/10.1108/JSIT-10-2024-0362 

Indosat Ooredo Hutchison. (2024). Mendorong Inovasi Berbasis AI: Langkah Menuju 

Transformasi Digital Indonesia. www.ioh.co.id 

Analisis Loyalitas Pelanggan pada Industri Telekomunikasi Seluler di Indonesia
Neni Ayuni Maharani, Bayu Aji Aritejo, S.E., M.M., M.Si., Ph.D.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



 

 75 

Indosat Ooredo Hutchison. (2025). Empowering Indonesia Results for The First 

Quarter 2025 (1Q25). www.ioh.co.id 

Jere, M. G., & Mukupa, A. (2018). Customer satisfaction and loyalty drivers in the 

Zambian mobile telecommunications industry. In Journal of Business and Retail 

Management Research (JBRMR) (Vol. 13). www.jbrmr.comA 

Kalia, P., Kaushal, R., Singla, M., & Parkash, J. (2021). Determining the role of service 

quality, trust and commitment to customer loyalty for telecom service users: a 

PLS-SEM approach. TQM Journal, 33(7), 377–396. https://doi.org/10.1108/TQM-

04-2021-0108 

Kiiski, A., & Hämmäinen, H. (2004). Mobile Virtual Network Operator Strategies: 

Case Finland. 

Kim, M. K., Park, M. C., & Jeong, D. H. (2004). The effects of customer satisfaction 

and switching barrier on customer loyalty in Korean mobile telecommunication 

services. Telecommunications Policy, 28(2), 145–159. 

https://doi.org/10.1016/j.telpol.2003.12.003 

Konuk, F. A. (2019). The influence of perceived food quality, price fairness, perceived 

value and satisfaction on customers’ revisit and word-of-mouth intentions towards 

organic food restaurants. Journal of Retailing and Consumer Services, 50, 103–

110. https://doi.org/10.1016/j.jretconser.2019.05.005 

Kotler, Philip., Keller, K. Lane., & Chernev, Alexander. (2022). Marketing management. 

Pearson Education Limited. 

Leong, V. S., Hj Ahady, D. M., & Muhamad, N. (2022). Corporate image as an enabler 

of customer retention. International Journal of Quality and Service Sciences, 

14(3), 486–503. https://doi.org/10.1108/IJQSS-08-2021-0115 

Livikacansera, S. (2024, October 18). Siasat operator seluler masuki B2B: peluang di 

tengah jenuhnya pasar ritel. Tech in Asia. 

Ooi, S. K., Yeap, J. A. L., & Low, Z. (2022). Loyalty towards telco service providers: 

the fundamental role of consumer brand engagement. European Business Review, 

34(1), 85–102. https://doi.org/10.1108/EBR-10-2019-0271 

Pahlevi, R. (2024, November 13). Data telekomunikasi Indonesia: panduan lengkap. 

Tech in Asia. https://id.techinasia.com/data-telekomunikasi-indonesia-panduan-

lengkap 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A Conceptual Model of Service 

Quality and Its Implications for Future Research. Journal of Marketing, 49(4), 41. 

https://doi.org/10.2307/1251430 

Prasetyo, Y. T., Belmonte, Z. J. A., Esberto, E. M., Cahigas, M. M. L., Nadlifatin, R., & 

Gumasing, M. J. J. (2025). Cognitive perceptions and behavioral loyalty in 

telecommunication services: Integrating SERVQUAL and CSI in the Philippine 

context. Acta Psychologica, 259. https://doi.org/10.1016/j.actpsy.2025.105298 

Reichheld, F. F., & Schefter, P. (2000). E-Loyalty: Your Secret Weapon on the Web. 

78(4), 105–113. 

Santouridis, I., & Trivellas, P. (2010). Investigating the impact of service quality and 

customer satisfaction on customer loyalty in mobile telephony in Greece. TQM 

Journal, 22(3), 330–343. https://doi.org/10.1108/17542731011035550 

Analisis Loyalitas Pelanggan pada Industri Telekomunikasi Seluler di Indonesia
Neni Ayuni Maharani, Bayu Aji Aritejo, S.E., M.M., M.Si., Ph.D.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/



 

 76 

Saroha, R., & Diwan, S. P. (2020). Development of an empirical framework of customer 

loyalty in the mobile telecommunications sector. Journal of Strategic Marketing, 

28(8), 659–680. https://doi.org/10.1080/0965254X.2019.1569110 

Schindler, P. S. (2022). Business Research Methods. 

Shafei, I., & Tabaa, H. (2016). Factors affecting customer loyalty for mobile 

telecommunication industry. EuroMed Journal of Business, 11(3), 347–361. 

https://doi.org/10.1108/EMJB-07-2015-0034 

Shahzad, A., Yaqub, R. M. S., Di Vaio, A., & Hassan, R. (2021). Antecedents of 

customer loyalty and performance improvement: Evidence from Pakistan’s 

telecommunications sector. Utilities Policy, 70. 

https://doi.org/10.1016/j.jup.2021.101208 

Siahaan, M. (2025, March 27). Telecommunications industry in Indonesia - statistics & 

facts. Statista. https://www.statista.com/topics/7820/telecommunications-industry-

in-indonesia/#topicOverview 

Sivitas Komdigi. (2019, May 2). Menkominfo Dorong Konsolidasi Industri 

Telekomunikasi. Berita Komdigi. https://www.komdigi.go.id/berita/berita-

kominfo/detail/menkominfo-dorong-konsolidasi-industri-telekomunikasi 

Suharno. (2025, August 11). ARPU Telkomsel dan Indosat Melambat di Semester I 

2025. Selular.ID -Telco & Enterprise. https://selular.id/2025/08/arpu-telkomsel-

dan-indosat-melambat-di-semester-i-2025/ 

Sung, N. (2014). Declining first-mover advantage in mobile telecommunications 

markets. Service Industries Journal, 34(2), 89–102. 

https://doi.org/10.1080/02642069.2013.763931 

Telkomsel. (2024). Building Digital Ecosystem, Winning the Hearts of Indonesians. 

Thaichon, P., Lobo, A., & Quach, T. N. (2016). The Moderating Role of Age in 

Customer Loyalty Formation Process. Services Marketing Quarterly, 37(1), 52–70. 

https://doi.org/10.1080/15332969.2015.1112184 

Xia, L., Monroe, K. B., Cox, J. L., Kent, ), Monroe, B., & Jones, J. M. (2004). The Price 

Is Unfair! A Conceptual Framework of Price Fairness Perceptions. In Price 

Fairness Perceptions / 1 Journal of Marketing (Vol. 68). 

XL Axiata, T. (2024). Strengthening Profitability for a Sustainable Future, Laporan 

Tahunan Terintegrasi 2024. 

Yoo, D. K., & Park, J. A. (2007). Perceived service quality: Analyzing relationships 

among employees, customers, and financial performance. International Journal of 

Quality and Reliability Management, 24(9), 908–926. 

https://doi.org/10.1108/02656710710826180 

Zeithaml, V. A. (1998). Consumer Perceptions of Price, Quality, and Value: A Means-

End Model and Synthesis of Evidence. 

Zeithaml, V. A., Berry, L. L., & Parasuraman, A. (1996). The Behavioral Consequences 

of Service Quality. Source: Journal of Marketing, 60(2), 31–46. 

  

  

Analisis Loyalitas Pelanggan pada Industri Telekomunikasi Seluler di Indonesia
Neni Ayuni Maharani, Bayu Aji Aritejo, S.E., M.M., M.Si., Ph.D.
Universitas Gadjah Mada, 2026 | Diunduh dari http://etd.repository.ugm.ac.id/


