Penggrtlxh Nilai dan Kepuasan Pada Loyalitas Konsumen dengan Switching Cost Sebagai Moderator
Variabe
AGUNG, ANDI CHANDRA, Hamin, Dr., M.B.A.

Universitas Gadjah Mada, 2008 | Diunduh dari httﬁ//etd.repository.ugm.ac.id/

JAFTAR PUSTAKA

UNIVERSITAS
GADJAH MADA

Anckar, B; Walden, P; dan Felassi, T. (2002), “Creating customer value in online grocery
shopping,” International Journal of Retail and Distribution Management, Vol.
30 No. 4 pp. 211-220.

Anderson, E.W: Fomell,C; Johnson, D.M; Cha, J. dan Bryant, E.B (1996), “The
American Customer Satisfaction index: nature. purpose and findings”, Journal
of marketing, Vol 60, october,pp. 7-18.

Assael, H. (2004), Consumer Behavior: A Strategic Approaach, Houghton Mifflin
Company, Boston, New York

Aydin, S dan Ozer, K. (2005), “Customer loyalty and the effect of switching costs as a
moderator variable: A case in the Turkish mobile phone market”, Journal of
Marketing Intelligence & Planning, Vol. 23 No. 1, pp. 83-103

Boshof, C dan Gray, B. (2004), “The Relationship Between Service Quality, Customer
Satisfaction and Buying Intentions in the Private Hospital Industry”, South African
Journal of Business Manage ment

Buttle, F. (2004), Customer Relationship Management: Concept and Tool. Oxford:
Elsevier Ltd.

Dharmmmesta. B. S. (1999), “ Loyalitas Pelanggan: Sebuah Kajian Konseptual Sebagai
Panduan Bagi Peneliti, Jurnal Ekonomi dan Bisnis Indonesia, Vol 14, No. 3,
pp.73-88

Eggert, A dan Ulaga, W. (2002), “Customer perceived value: a substitute for satisfaction
in business market?” Journal of Business & Industrial Marketing. Vol. 17 No.
2/3,107 - 118.

Gremler, Dwayne D. dan Brown, Stephen W. (1997). Service Loyalty: lis Nature,
Importance, and Implications. Advancing Service Quality: A Global Perspective,
Conference Processing, University of Karlstad. Sweden, (171-181).

Hair, J.F; Anderson, R.E; Tatham, R.L; and Black, W.C. (1998), Multivariate Data
Analysis, 5 ed, Upper Saddle River, N.J: Prentice Hall.

Kim, Moon-Koo, Park, Myeong-Cheol, dan Jeong, Dong-Heon, (2004}, “The Effects of
Customer Satisfaction and Witching Barriers On Custon - Loyalty In Korean
Mobile Telecommunication Service”, Telecommunication Policy, 28, pp 145-159

K.L.i ™ A L
Education, Inc.

51



Pengaruh Nilai dan Kepuasan Pada Loyalitas Konsumen dengan Switching Cost Sebagai Moderator

S Variabel
%

L)‘ AGUNG, ANDI CHANDRA, Hamin, Dr., M.B.A.

Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/
¥1

VERﬁTﬁO()ﬁ),According toKoi” ,Ja] 1:PTB1 a™ uPopuler.

Kotri, A. (2006), “Analyzing Customer Value Using Conjoint Analysis: The example of
a packaging company,” Working Paper, University of Tartu.

Kuncoro, M. (2003), Metode Riset untuk Bisnis & Fkonomi: Bagaimana meneliti &
menulis tesis? Jakarta: Erlangga.

Lee, J; Lee, J dan Feick, L (2001), “The impact of switching cost on the costumer
satisfaction — loyalty link: mobile phone service in France,” Journal of Service
Marketing, Vol.15, No.1, pp. 35 — 48.

McQuarrie, Edward f, dan Munson, J, Michael (1987), “The Zaichkowsky Personal
Involvement Inventory; Modification and Extension™, Advanced in Consumer

Research, pp.36-41

(1992), “A Revised Product Involvement Inventory: Improved Usability
and Validity” Advanced in Consumer Research. Vol 19, pp.108-115,

Methlie, L.B dan Pedersen, P.E. (2007), “Business model choices for value creation of
mobile service,” Emerald, Vol. 9 No. 5 pp. 70-85.

Patterson, P.G. dan Sharma, N. (2000), “Switching costs, alternative attractiveness and
experience as moderators of relationship commitment in professional consumer
services”, International Journal of Service Industry Management, Vol. 11 No.
5, pp- 470-90.

Ravald,A dan Gronross, C (1996), “The Value Concept and Relationship Marketing”,
European Journal of marketing, Vol. 30 No 2, pp. 19-30

Schiffman, L.G dan Kanuk, L.L. (2007), Perilaku Konsumen, Fdisi ke-7, Klaten: PT
Indeks.

Sekaran, U. (2000), Research Methods for Business, 31 ed, New York: John Wiley &
Sons, Inc.

Solomon, Michael (1996) Consumer Behavior. 3th edition. McGraw Hill

Spiteri, JM dan Dion, P.A. (2005), “Costumer value, overall satisfaction, end-user
loyalty, and market performance in detail intensive industries,” Ind frial
Marketing Management, 33,675 — 687.

Taylor, S.A; Geluch, G; dan Goodwin, S. {(2004), “The importance of brand equity to
customer loyaity,” Journal of Product & Brand Management, Vol. 13, No. 4,
217 - .o

52



Pengaruh Nilai dan Kepuasan Pada Loyalitas Konsumen dengan Switching Cost Sebagai Moderator

Variabel
AGUNG, ANDI CHANDRA, Hamin, Dr., M.B.A.

Universitas Gadjah Mada, 2008 | Diunduh dari http://etd.repository.ugm.ac.id/

W%@Rmﬁﬁm Hing, P.L. (2002), “Service quality, customer satisfaction and behavior
intention: Evidence from China’s telecommunication industry,” Info, Vol. 4 No.
6, 50 — 60,

Yang, Z dan Peterson, R.T. (2004), “Customer Perceived Value, Satisfaction, and
Loyalty: The Role of Switching Costs”, Joumal of Psychology & Marketing,
Vol. 21. No 10. pp. 799-822

Zeithaml, V.A_ (1988), “Consumer perceptions on price, quality and value: a mean-end
model and synthesis of evidence,” Journal of Marketing, Vol. 52, July, 2 — 22

Zeithaml, Valerie; Berry, Leonard L.; dan Parasuraman, A. (1996). The Behavioural
Consequences of Service Quality. Journal of Marketing, 60. (31-46).

http//www antara.co.id/arc/2008/3/4/postel-targetkan- 1 00juta-pen gguna-seluler-pada-
mei-2008/

53



