
DAFTAR PUSTAKA 

Aaker, D. A. (1991). Managing Brand Equity: Capitalizing on the value of a 
Brand name. New York: The Free Press. 

Aaker, D. A. (1993). The Value of Brand Equity, Journal of Business Strategy, 
13, p . 27 - 32. 

Aaker, D. A (1997). Manajemen Ekuitas Merek Memanfaatkan Nilai dari Suatu 
Merek. Cetakan Pertama. Jakarta: Penerbit Spektrum Mitra Utama. 

Alreck, P., Settle, R. (1995). Survey Research Handbook (2nd ed.). New York: 
McGraw-Hill. 

Arikunto, S. (1993). Prosedur Penelitian. Jakarta: Penerbit Rinerka Cipta. 

Assael, H. (1992). Consumer Behavior and Marketing Action (5th ed.). Cincinati. 
OH: South Western College Publishing. 

Baloglu, S. (2002). Dimensions of Customer Loyalty-Separating Friends 
from Well Wishers. The Cornell Hotel and Restaurant Administration 
Quarterly. Cornel University, 49-50. 

Barnes, J. G. (2003). Rahasia Manajemen Hubungan Pelanggan. Yogyakarta: 
Andi. 

Bhote, K. R. (1995). 'It's customer loyalty stupid' : nurturing and measuring what 
really matters, National Productivity Review, 14, 39-59. 

Bloemer, J. dan Odekerken-Schroder, G. (2002). Store Satisfaction and Store 
Loyalty Explained by Customer and Store Related Factors, Journal of 
Consumer Satisfaction, Dissatisfaction and Complaining Behavior, 15, 68-
83. 

Cacioppo, K. (2000, September). Measuring and Managing Customer 
Satisfaction. Retrieved from Quality Digest: 
http://www.qualitydigest.com/septOO/htmVsatisfaction.html 

Chaudhuri, A. dan Holbrook, M. B. (2001). The chain of effects from brand trust 
and brand affect to brand performance: the role of brand loyalty, Journal of 
Marketing, 65, 81-93. 

Cooper, D. R. dan Emory, C . W. (1995). Business Research Methods (5th ed.). 
Chicago: Richard D. Irwin Inc. 

122 

Pengaruh kekuatan merek (Brand Equity) terhadap loyalitas pelanggan telepon seluler di Jakarta
HARMANTO, Hamin, Dr., MBA
Universitas Gadjah Mada, 2010 | Diunduh dari http://etd.repository.ugm.ac.id/



Cooper, D. R. dan Schindler, P. S. (1998). Business research method (6th ed.). 
New York: McGraw-Hill International Editions. 

Cooper, D. R. dan Schindler, P. S. (2006). Marketing Research, Boston, 
Massachusetts: McGraw-Hill Irwin. 

Costabile, M. (1998). Customer Satisfaction and Trust into the Resource-Based 
Perspective. Reseach Propositions Endorsing the 
Con.firmation!Disconfirmation Paradigm. 27th EMAC Conference, (pp. 76-
97). Stockholm. 

Durianto, D.; Sugiarto; dan Sitinjak, T. (2001). Strategi Penaklukan Pasar 
Melalui Riset Ekuitas dan Perilaku Merek. Jakarta: Penerbit PT. Gramedia 
Pustaka Utama. 

Dharmmesta, B. S. (1999). Loyalitas Pelanggan: Sebuab kajian konseptual 
sebagai panduan bagi peneliti, Jurnal Ekonomi dan Bisnis Indonesia, 14, 
73-88. 

Dick, A. S. dan Basu, K. (1994). Customer Loyalty: Toward an Integrated 
Conceptual Framework, Journal of the Academy of Marketing Science, 22. 

Doney, P. M. dan Cannon, J.P. (1997). An Examination ofthe Nature ofTrust in 
Buyer Seller Relationship, Journal of Marketing, 61, 35-51 . 

East, R. (1997). Consumer Behaviour. London: Prentice Hall . 

Field, A. (2005). Discovering statistics using SPSS (2nd ed.). London: Sage. 

Gale, B.T. (1994), Managing Customer Value; Creating Quality and Service that 
Customers Can See. New York: The Free Press. 

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

Ghozali, I. (2005). Aplikasi Ana/isis Multivariat dengan Program SPSS. 
Semarang : Universitas Diponegoro. 

Gilliland, D. I. dan Bello, D. C. (2002). Two sides to attitudinal commitment: the 
effect of calculative and loyalty commitment on enforcement mechanisms in 
distributions channels, Journal of the Academy of Marketing Science, 30, 
24-43. 

123 

Pengaruh kekuatan merek (Brand Equity) terhadap loyalitas pelanggan telepon seluler di Jakarta
HARMANTO, Hamin, Dr., MBA
Universitas Gadjah Mada, 2010 | Diunduh dari http://etd.repository.ugm.ac.id/



Guilford, J.P. dan Fruchter, B. (1978). Fundamental Statistics in Psychology and 
Education. (6th ed.). Tokyo: McGraw-Hill Kogakhusa Ltd. 

Hadi, S . (1995). Metodologi Research. Jilid I. Yogyakarta, Yayasan Penerbit 
Universitas Gadjah Mada. 

Hair, J. F.; Bush, R. P.; Ortinau, D. J. (2003). Marketing Research: Within a 
Changing Information Environment (2nd ed.). Boston: McGraw-Hill Irwin. 

Hair, J. F. Jr.; Anderson, R. E.; Tatham, R. L.; dan Black, W. C. (1998). 
th 

Multivariate Data Analysis (5 ed.). Upper Saddle River, New Jersey: 
Prentice Hall International, Inc. 

Hawkins, D. 1.; Mothersbaugh, D. L.; dan Best, R. J. (2007). Consumer Behavior­
Building Marketing Strategy. New York: McGraw-Hill. 

Heskett, J. L. ; Sasser Jr, E.; dan Schlesinger, L.A. (1997). The Service 
Profit Chain: How Leading Companies Link Profit and Growth to Loyalty, 
Satisfaction, and Value. New York: The Free Press, Simon & Schuster. 

Huang, J. dan Zhang, D. (2008). Customer Value and Brand Loyalty: Multi­
dimensional Empirical Test, 2008 International Seminar on Future 
Information Technology and Management Engineering, 102-06. 

Introduction to SAS. UCLA: Academic Technology Services, Statistical 
Consulting Group. Di akses November 24, 2009, dari 
http :1/www .ats. ucla.edu/stat/sas/notes2/ 

Keller, K. L. ( 1998). Strategic Brand Management, Building, Measuring,and 
Managing Brand Equity. Upper Saddle River, New Jersey: Prentice-Hall. 

Kotler, P. (1994). Marketing Management: Analysis, Planning, Implementation, 
and Control. 8th ed. Upper Saddle River, New Jersey: Prentice-Hall. 

Kotler, P. (2000). Marketing Management- The Millenium Edition. Retrieved 
from http://ahmadladhani. files. wordpress.com/2008/ 12/marketing­
management. pdf 

Kotler, P. (2002). Manajemen Pemasaran- Edisi Millenium- Jilid Satu. Jakarta: 
PT. Prenhallindo. 

Kotler, P. dan Armstrong, G. (1997). Dasar-dasar Pemasaran- Jilid 1. Jakarta : 
Prenhallindo. 

Kotler, P. dan Armstrong, G. (1998). Dasar-dasar Pemasaran- Ji/id 2. Jakarta: 
Prenhallindo. 

124 

Pengaruh kekuatan merek (Brand Equity) terhadap loyalitas pelanggan telepon seluler di Jakarta
HARMANTO, Hamin, Dr., MBA
Universitas Gadjah Mada, 2010 | Diunduh dari http://etd.repository.ugm.ac.id/



Kotler, P., dan Armstrong, G. (2008). Principles of Marketing (12th ed.). Upper 
Saddle River, New Jersey: Pearson Education Inc. 

Kotler, P., Armstrong, G., Saunders, J., & Wong, V. (1999). Principles of 
Marketing - Second European edition. Retrieved from 
http://rapidshare.com/files/255732776/kotler_et_al-
principles _of_ marketing_ 2nd_ europian _edition 

Kreitner, R. dan Kinicki, A. (2001). Organizational Behavior. New York: Me. 
Graw Hill. Companies, Inc. 

Kusno, F.;Radityani, A.; dan Kristanti, M. (2007). Analisa Hubungan Brand 
Strategy yang dilakukan Goota Japanese Charcoal Grill and Cafe dan Brand 
Equity yang sudah diterima konsumen, Jurnal Manajemen Perhotelan, 3, 
43-56. 

Lasser, W.; Mittal, B. ; dan Sharma, A. (1995). Measuring customer-based brand 
equity, Journal of Consumer Marketing, 12, 11-19. 

Mahrinasari. (2006). Analisis Faktor Penentu Ekuitas Merek (Studi Pada Produk 
Tabungan, Tiga Bank Umum Terbesar Di Provinsi Lampung), Jurnal Ilmiah 
Berkala Empat Bulanan, 2, 188-204. 

Martin, W. (1989). Managing Quality Customer Service- The art of treating 
customers as a guest. California: Crisp Publication, Inc. 

Moenir, H. A S. (2005). Manajemen Pelayanan Umum di Indonesia. Jakarta: 
Bina Aksara. 

Moorman, C.; Zaltman, G.; dan Deshpande, R. (1992). Relationships between 
Providers and Users ofMarket Research: The Dynamics of Trust within and 
between Organizations. Journal of Marketing Research, 29, 314-28. 

Morgan, R. M., dan Hunt, S. ( 1994). The Commitment-Trust Theory of 
Relationship Marketing, Journal of Marketing, 58, 20-38. 

Parasuraman, A ; Zdtharnl, V. A.; dan Berry, L. L. (1985). A Conceptual Model 
Of Service Quality and Implication for Future Research. Journal of 
Marketing, 49, 41-50. 

Pritchard, M.P.; Ravitz, M. E.; dan Howard, D. R. (1999). Analyzing the 
commitment-loyalty links in service contexts, Journal of the Academy of 
Marketing Science, 27, 333-48. 

125 

Pengaruh kekuatan merek (Brand Equity) terhadap loyalitas pelanggan telepon seluler di Jakarta
HARMANTO, Hamin, Dr., MBA
Universitas Gadjah Mada, 2010 | Diunduh dari http://etd.repository.ugm.ac.id/



Oliver, R. L. (1997). Satisfaction: A Behavioral Perspective on the Consumer. 
New York: The McGraw-Hill Company, Inc. 

Oliver, R. L. (1999a). Value as excellence in the consumption experience, in 
Holbrook, M.B. (Ed.), Consumer Value: A Framework for Analysis and 
Research. New York: Routledge. 

Oliver, R. L. (1999b). Whence consumer loyalty?, Journal of Marketing, 63, 33-
44. 

Osborne, J. , dan Waters, E (2002). Four assumptions of multiple regression that 
researchers should always test. Retrieved May 29, 2010, from Practical 
Assessment, Research & Evaluation, 8(2): 
http://pareonline.net/getvn.asp?v=8&n=2 

Pawita, T. (1993). Kepuasan Pelanggan sebagai keunggulan Daya Saing, Konsep 
penguk:uran dan Implikasi Strategik, Jurnal Manajemen Prasetya Mulya, 1. 

Pritchard, M.P.; Havitz, M. E.; dan Howard, D. R. (1999). Analyzing the 
commitment-loyalty links in service contexts, Journal of the Academy of 
Marketing Science, 27, 333-348. 

Rangkuti, F. (1999). Riset Pemasaran. Jakarta: Gramedia Pustaka Utama. 

Rangkuti, F. (2004). The Power of Brand: Teknik Mengelola Brand Equity dan 
strategi Pengembangan Merek. Jakarta: PT Gramedia. 

Ravald, A. dan Gronroos, C. (1996). The Value Concept and Relationship 
Marketing, European Journal of Marketing, 30,19-30. 

Robbins, S. P. (2003). Organizational Behavior (lOth ed.). Upper Saddle River, 
New Jersey: Prentice Hall, 336-340. 

Ratters, J. (1967). A New Scale for the Measurement of Interpersonal Trust, 
Journal of Personality, 35, 651-665. 

Rousseau, D. M.; Sitkin, S. B.; Burt, R. S.; dan Camerer. C. (1998). Introduction 
to Special Topic Forum: Not So Different After All- A Cross-Discipline 
View of Trust, Academy of Management Review, 23, 393-404. 

Schnaars, S. P. (1991). Marketing Strategy: A Customer-Driven Approach. New 
York: The Free Press. 

Sekaran, U. (2006a). Research Methods for Business - Metodologi Penelitian 
untuk Bisnis, Edisi 4, Buku I . Jakarta: Salemba Empat. 

126 

Pengaruh kekuatan merek (Brand Equity) terhadap loyalitas pelanggan telepon seluler di Jakarta
HARMANTO, Hamin, Dr., MBA
Universitas Gadjah Mada, 2010 | Diunduh dari http://etd.repository.ugm.ac.id/



Sekaran, U. (2006b). Research Methods for Business- Metodologi Pene/itian 
untuk Bisnis, Edisi 4, Buku 2. Jakarta: Salemba Empat. 

Shamdasani, P. N. ; dan Balakrishnan, A. (2000). Determinants of Relationship 
Quality and Loyalty in Personalized Services, Asia Pacific Journal of 
Management, 17, 399-422. 

Singarimbun, M. dan Sofian, E. (1989). Metode Penelitian Survai. Jakarta: 
LP3ES. 

Sirdeshmuhk, D.; Singh, J.; dam Sabol, B. (2002). Customer Trust, Value, and 
Loyalty in Relational Exchanges, Journal of Marketing, 66, 15-37. 

Subeno, B. T. (2005, Juni 30). Telkomsel, Pemandu Industri Telekomunikasi 
Seluler di Tanah Air. Retrieved from 
http://www.suaramerdeka.com/harian/0506/30/eko04.htm 

Sudjana. (1996). Metode Statistika. Bandung: Tarsito. 

Sugiyono. (2006). Metode Penelitian Bisnis. Bandung: Alfabeta. 

Sugiyono. (2008). Metode Penelitian Kuantitatif Kualitatif dan R&D. Bandung: 
Alfabeta. 

Supranto, J. (1997). Pengukuran Tingkat Kepuasan Pelanggan, untuk 
Meningkatkan Pangsa Pasar, Jakarta: Rineka Cipta. 

Susanto, A. B. dan Wijanarko, H. (2004). Power branding: Membangun merek 
unggul dan organisasi pendukungnya. Jakarta: Quantum Bisnis & 
Manajemen. 

Taylor, S. A. (200 1 ). Assessing the Use of Regression Analysis in Examining 
Service Recovery in the Insurance Industry Relating Service Quality, 
Customer Satisfaction and Customer Trust, Journal of Insurance, 24, 30-
57. 

Taylor, S. A.; Celuch, K.; dan Goodwin. S. (2004). The importance of brand 
equity to customer loyalty, Journal of Product & Brand Management, 13, 
217-227. 

Tjiptono, F. (1997). Strategi Pemasaran, Edisi Kedua. Yogyakarta: Penerbit 
AND I. 

Tjiptono, F. (2005). Brand Management & Strategy. Yogyakarta: Penerbit ANDI. 

127 

Pengaruh kekuatan merek (Brand Equity) terhadap loyalitas pelanggan telepon seluler di Jakarta
HARMANTO, Hamin, Dr., MBA
Universitas Gadjah Mada, 2010 | Diunduh dari http://etd.repository.ugm.ac.id/



Tjiptono, F. dan Santosa, T.B. (2000). Strategi Riset Lewat Internet. Yogyakarta: 
Andi Offset. 

Tuominen, P. (1999). Managing Brand Equ.ity, The Finnish Journal of Business 
Economics, 48, 65-100. 

Uyanto, S. S. (2009). Pedoman Ana/isis Data dengan SPSS. Yogyakarta: Graha 
llmu. 

Yoeti, 0. A. (1999). Customer Service: Cara Efektif Memuaskan Pelanggan. 
Jakarta: PT. Pradana Paramita. 

Yoeti, 0. A. (2000). Strategi Pemasaran Hotel. Jakarta : Gramedia Pustaka 
Utama. 

Welling, N. (2005). Pengaruh ketidakarnanan kerja (job insecurity) sebagai 
dampak restrukturasi terhadap kepuasa kerja, komitrnen orgarusasi dan 
intensi keluar survivor, Kinerja, 9, 135-147. 

Wibisono, D. (2003). Riset Bisnis: Panduan bagi Praktisi dan Akademisi. Jakarta: 
PT. Grarnedia Pustaka Utama. 

Zikrnund, W. G. (2003). Business Research Methods (7th ed.). Tampa, Florida: 
Thompson Learning. 

128 

Pengaruh kekuatan merek (Brand Equity) terhadap loyalitas pelanggan telepon seluler di Jakarta
HARMANTO, Hamin, Dr., MBA
Universitas Gadjah Mada, 2010 | Diunduh dari http://etd.repository.ugm.ac.id/


