
108 

 

DAFTAR PUSTAKA 

Albinsson, Pia A., B. Yasanthi Perera, and Pookie Truly Sautter. 2016. “DART 

Scale Development: Diagnosing a Firm’s Readiness for Strategic Value Co-

Creation.” Journal of Marketing Theory and Practice 24 (1): 42–58. 

https://doi.org/10.1080/10696679.2016.1089763. 

Anderson, Eugene W., Claes Fornell, and Sanal K. Mazvancheryl. 2004. 

“Customer Satisfaction and Shareholder Value.” Journal of Marketing 68 

(4): 172–85. https://doi.org/10.1509/jmkg.68.4.172.42723. 

Ayunia, Shinta. 2013. “Measuring the Unmeasured: An Exploratory Study of 

Customer Co-Creation,” no. 4187695: 1–127. 

Bendapudi, Neeli, and Robert P Leone. 2003. “Psychological Implications of 

Customer Participation in Co-Production.” Journal of Marketing 67 

(January): 14–28. https://doi.org/10.1509/jmkg.67.1.14.18592. 

Brown, John Seely, and John Hagel III. 2005. “The next Frontier of Innovation.” 

The McKinsey Quarterly 3 (3): 82–91. 

http://johnseelybrown.com/pushpull.pdf. 

Chesbrough, Henry, Wim Vanhaverbeke, and Joel West. 2006. Open Innovation: 

Researching a New Paradigm. Edited by David Musson. First. New York: 

Oxford University Press. https://doi.org/10.1111/j.1467-8691.2008.00502.x. 

Chung, Jin Young, and James F. Petrick. 2013. “Measuring Attribute-Specific and 

Overall Satisfaction with Destination Experience.” Asia Pacific Journal of 

Tourism Research 18 (5): 409–20. 

https://doi.org/10.1080/10941665.2012.658411. 

Cooper, Donald R., and Pamela S. Schindler. 2014. Business Research Methods. 

12th ed. New York: McGraw-Hill/Irwin. 

Creswell, John W. 2014. Research Design: Qualitative, Quantitative, and Mixed 

Methods Approaches. 4th ed. New York: SAGE Publications, Inc. 

Creswell, John W., and Vicki L. Plano Clark. 2017. Designing and Conducting 

Mixed Methods Research. 3rd editio. Thousand Oaks, CA: SAGE 

Publications, Inc. 

Cronin, J. Joseph, and Steven A. Taylor. 1992. “Measuring Service Quality: A 

Reexamination and Extension.” Journal of Marketing 56 (3): 55. 

https://doi.org/10.2307/1252296. 

Farris, Paul W., Neil T. Bendle, Phillip E. Pfeifer, and David J. Reibstein. 2010. 

Marketing Metrics: The Definitive Guide to Measuring Marketing 

Performance. Second Edi. Upper Saddle River, New Jersey: Pearson FT 

Press. 

Hair, Joseph F., William C. Black, Barry J. Babin, and Ralph E. Anderson. 2014.  

Anlisis Faktor-Faktor Pendukung Co-Creation Jenius BTPN Dengan Model DART Serta Hubungannya
Dengan
Tingkat Kepuasan Pelanggan
Putri Utami, Prof. Dr. Basu Swastha Dharmmesta, M.B.A 
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



109 

 

Multivariate Data Analysis. Pearson Custom Library. 7 Revised. Pearson 

Education Limited. 

Horngren, Charles T. 2004. “Management Accounting: Some Comments.” 

Journal of Management Accounting Research 16 (1): 207–11. 

https://doi.org/10.2308/jmar.2004.16.1.207. 

Ind, Nicholas, and Nick Coates. 2013. “The Meanings of Co-Creation.” European 

Business Review 25 (1): 86–95. https://doi.org/10.1108/09555341311287754. 

Ittner, Christopher D, David F Larcker, and Taylor Randall. 2003. “Performance 

Implications of Strategic Performance Measurement in Financial Services 

Firms.” Accounting, Organizations and Society 28 (7–8): 715–41. 

https://doi.org/10.1016/S0361-3682(03)00033-3. 

Jun, Minjoon, and Sergio Palacios. 2016. “Examining the Key Dimensions of 

Mobile Banking Service Quality: An Exploratory Study.” International 

Journal of Bank Marketing 34 (3): 307–26. https://doi.org/10.1108/IJBM-01-

2015-0015. 

Kim, Jonghyeok, Eiho Suh, and Hwang Hyunseok. 2003. “A Model for 

Evaluating the Effectiveness of CRM Using the Balanced Scorecard.” 

Journal of Interactive Marketing 17 (2): 5–19. 

https://doi.org/https://doi.org/10.1002/dir.10051. 

Kirah, Anna. 2009. “Co-Creation: A New Way of Doing Business in an Age of 

Uncertainty.” Open Source Business Resource, no. November 2009. 

http://timreview.ca/article/304. 

Kristensson, Per, Jonas Matthing, and Niklas Johansson. 2008. “Key Strategies 

for the Successful Involvement of Customers in the Co-Creation of New 

Technology-Based Services.” International Journal of Service Industry 

Management 19 (4): 474–91. https://doi.org/10.1108/09564230810891914. 

Leavy, Patricia. 2017. Research Design: Quantitative, Qualitative, Mixed 

Methods, Arts-Based, and Community-Based Participatory Research 

Approaches. New York: The Guilford Press. 

https://books.google.com.my/books?id=hxyDDgAAQBAJ&dq=research+de

sign&source=gbs_navlinks_s. 

Lind, Douglas A, William G Marchal, and Samuel A Wathen. 2017. Statistical 

Techniques in Business and Economics. 17th ed. New York: Mcgraw-

hill/Irwin. 

Mainardes, Emerson Wagner, Aridelmo Teixeira, and Paula Cristina da Silveira 

Romano. 2017. “Determinants of Co-Creation in Banking Services.” 

International Journal of Bank Marketing 35 (2): 187–204. 

https://doi.org/10.1108/IJBM-10-2015-0165. 

Mascarenhas, Oswald A, Ram Kesavan, and Michael Bernacchi. 2004. “Customer 

Value-Chain Involvement for Co-Creating Customer Delight.” The Journal 

Anlisis Faktor-Faktor Pendukung Co-Creation Jenius BTPN Dengan Model DART Serta Hubungannya
Dengan
Tingkat Kepuasan Pelanggan
Putri Utami, Prof. Dr. Basu Swastha Dharmmesta, M.B.A 
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



110 

 

of Consumer Marketing 21 (7): 486–96. 

Mazur, Jolanta, and Piotr Zaborek. 2014. “Validating Dart Model.” International 

Journal of Management and Economics 44 (1): 106–25. 

https://doi.org/10.1515/ijme-2015-0012. 

Parasuraman, A., Valarie A. Zeithaml, and Leonard L. Berry. 1991. Marketing 

Services: Competing Through Quality. Kindle. Free Press. 

Payne, Adrian F., Kaj Storbacka, and Pennie Frow. 2008. “Managing the Co-

Creation of Value.” Journal of the Academy of Marketing Science 36 (1): 

83–96. https://doi.org/10.1007/s11747-007-0070-0. 

Perdana, Jaka. 2017. “Klasifikasi Empat Jenis Fintech Menurut Bank Indonesia.” 

2017. http://marketeers.com/fintech-bank-indonesia-klasifikasi/. 

Prahalad, C. K., and Venkat Ramaswamy. 2004a. “Co-Creation Experiences: The 

next Practice in Value Creation.” Journal of Interactive Marketing. 

https://doi.org/10.1002/dir.20015. 

Prahalad, C.K., and Venkat Ramaswamy. 2004b. “Co‐ creating Unique Value 

with Customers.” Strategy & Leadership 32 (3): 4–9. 

https://doi.org/10.1108/10878570410699249. 

Ramaswamy,Venkat & Gouillart, Francis. 2010. “Building the Co- Creative 

Enterprise,” no. October 2010. 

Ramaswamy, Venkat. 2008. “Co‐ creating Value through Customers’ 

Experiences: The Nike Case.” Strategy & Leadership 36 (5): 9–14. 

https://doi.org/10.1108/10878570810902068. 

———. 2010. “Competing through Co-Creation: Innovation at Two Companies.” 

Strategy and Leadership 38 (2): 22–29. 

https://doi.org/10.1108/10878571011029028. 

Reay, Paul, and Hamid R. Seddighi. 2012. “An Empirical Evaluation of 

Management and Operational Capabilities for Innovation via Co-Creation.” 

European Journal of Innovation Management 15 (2): 259–75. 

https://doi.org/10.1108/14601061211221002. 

Romano, Paula Cristina Da Silvera. 2015. “Fundação Instituto Capixaba De 

Pesquisas Em Contabilidade.” Fucape Business School. 

Roser, Thorsten, Robert DeFillippi, and Alain Samson. 2013. “Managing Your 

Co-Creation Mix: Co-Creation Ventures in Distinctive Contexts.” European 

Business Review 25 (1): 20–41. https://doi.org/10.1108/EL-01-2014-0022. 

Sekaran, Uma, and Roger Bougie. 2016. Research Methods for Business. 7th ed. 

Chichester, West Sussex, United Kingdom: John Wiley & Sons. 

https://doi.org/10.13140/RG.2.1.1419.3126. 

Surprenant, Carol, and Gilbert A Churchill. 1982. “An Investigation Into the 

Anlisis Faktor-Faktor Pendukung Co-Creation Jenius BTPN Dengan Model DART Serta Hubungannya
Dengan
Tingkat Kepuasan Pelanggan
Putri Utami, Prof. Dr. Basu Swastha Dharmmesta, M.B.A 
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/



111 

 

Determinants of Customer Satisfaction.” Journal of Marketing Research 19 

(4): 491–504. 

The European Banking Federation. 2017. “Banking In Europe: Facts and Figures 

on the European Banking Sector in 2017.” Brussels. 2017. 

https://www.ebf.eu/wp-content/uploads/2017/09/Banking-in-Europe-EBF-

Infographic-2017.pdf. 

Vargo, Stephen L., Paul P. Maglio, and Melissa Archpru Akaka. 2008. “On Value 

and Value Co-Creation: A Service Systems and Service Logic Perspective.” 

European Management Journal 26 (3): 145–52. 

https://doi.org/10.1016/j.emj.2008.04.003. 

Wu, Ing-Long, and Jian-Liang Chen. 2014. “Knowledge Management Driven 

Firm Performance: The Roles of Business Process Capabilities and 

Organizational Learning.” Journal of Knowledge Management 18 (6): 1141–

64. https://doi.org/10.1108/JKM-05-2014-0192. 

Zwass, Vladimir. 2010. “Co-Creation: Toward a Taxonomy and an Integrated 

Research Perspective.” International Journal of Electronic Commerce 15 

(1): 11–48. https://doi.org/10.2753/JEC1086-4415150101. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Anlisis Faktor-Faktor Pendukung Co-Creation Jenius BTPN Dengan Model DART Serta Hubungannya
Dengan
Tingkat Kepuasan Pelanggan
Putri Utami, Prof. Dr. Basu Swastha Dharmmesta, M.B.A 
Universitas Gadjah Mada, 2019 | Diunduh dari http://etd.repository.ugm.ac.id/


	DAFTAR PUSTAKA 

