
DAFTAR PUSTAKA 

 

 

Azwar, Saiffudin. (2011). Reliabilitas dan Validitas, edisi 4, Pustaka Pelajar, 

Yogyakarta. 

 

Bocchi, G. (1999). Powder Coatings Technology, Advance Materials & Processes, 

Gale Economics & Humanities Social-Science Art 1, 155.4, p23. 

 

Bose, S. dan Rao, V. (2011). Perceived benefits of customer loyalty programs: 

validating the scale in the Indian context. Management & Marketing, 6(4). 

 

Bowen, J.T. dan Chen, S.L. (2001). The relationship between customer loyalty and 

customer satisfaction. International Journal of Contemporary Hospitality 

Management, Vol. 13, No.5, pp.213-7. 

 

Chai, K.H; Ding, Y. dan Xing, Y., (2009). Quality and Customer Satisfaction 

Spillovers in the Mobile Phone Industry Service Science: 1(2), pp.93-106. 

 

Chemark Consulting Group, (2013). The World Powder Coatings Study Where are 

we headed?, Powder Coating Institute, Montgomery, USA. 

 

Chen, J. dan Ching, R. K. H. (2007). The effects of mobile customer relationship 

management on customer loyalty: brand image does matter. In Proceedings of the 

40th Hawaii International Conference on System Sciences, 1-10. 

 

Chumpitaz, Ruben dan Paparoidamis, Nicholas G. (2004), Service quality and 

marketing performance in business-to-business markets: exploring the mediating 

role of client satisfaction, Managing Service Quality, Vol.14 No. 2/3, pp. 235-248. 

 

Cooper, D.R. dan Schindler, P.S. (2014), Business Research Methods, Twelfth 

Edition, Mc Graw Hill, New York.  

 

Cronin, J.J. dan Taylor, S.A. (1992). Measuring Service Quality: A Re-examination 

and Extension. Journal of Marketing,56(3),55-68. 

 

Cronin, J.J., Brady, M.K. dan Hult, G.T.M. (2000). Assessing the effects of quality, 

value, and customer satisfaction on consumer behavioral intentions in service 

environments. Journal of Retailing, 76(2), 193-218. 

 

Dabholkar, P.A. (1995). A Contingency Framework for Predicting Causality 

Between Customer Satisfaction and Service Quality. Advances in Consumer 

Research, 22(1), 101-108. 

 

 

Pengaruh Kualitas Layanan Terhadap Loyalitas Pelanggan Pada PT Axalta Coating Systems
Indonesia
MULYADI, B.M. Purwanto, MBA, Ph.D
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



Dabholkar, P.A., Shepherd, C. D., dan Thorpe, D. I. (2000). A comprehensive 

framework for service quality: an investigation of critical conceptual and 

measurement issues through a longitudinal study. Journal of Retailing 76(2), 139-

173. 

 

Dick, Alan.S. dan Kunal, Basu. (1994), “Customer Loyalty: Toward an Integrated 

Conceptual Framework,” Journal of the Academy of Marketing Science, 22 (2), 99–

113. 

 

Djaali. (2008). Psikologi Pendidikan. PT Bumi Aksara, Jakarta. 

 

Edvardsson, B., Larsson, G. dan Setterlind, S. (1997), Internal service quality and 

the psychologicalwork environment: an empirical analysis of conceptual 

interrelatedness, Service Industries Journal, Vol. 17, No. 2, pp. 252-63.  

 

Fornell, C., Johnston, M. D. Anderson, E., Cha, J. dan Bryant, B. E. (1996). The 

American Customer Satisfaction Index: Nature, Purpose, and Findings. Journal of 

Marketing, 60 (October), 7-18. 

 

Ganesh, J., Arnold, M. J. dan Reynolds, K. E. (2000). Understanding the Customer 

Base of Service Providers: An Examination of the Differences between Switchers 

and Stayers. Journal of Marketing 64, 65-87.  

 

Garvin, David. A. (1988). Managing Quality: The Strategic and Competitive Edge, 

The Free Press, New York. 

 

Giese, J. L. and Cote, J.A (2002). Defining Consumer Satisfaction. Academy of 

Marketing Science Review Vol. 2000 No. 1 

 

Gilmore, Audrey. (2003). Services Marketing and Management. SAGE 

Publications  

  

Goetsh, D.L. dan Davis, S.(1994). Introduction to Total Quality: Quality, 

Productivity, Competitiveness, Englewood, Cliffs, N.J.: Prentice Hall International. 

 

Gronroos, C. (2000). Service Management and Marketing – A Customer 

Relationship Management Approach.Wiley, Chichester. 

 

Guiltinan, J. P., Paul, G. W. dan Madden, T. J., (1997). Marketing Management: 

Strategies and Programs. 6th ed., New York, McGraw-Hill 

 

Hafeez, S. dan Muhammad, B.(2012). The Impact of Service Quality, Customer 

Satisfaction and Loyalty Programs on Customer’s Loyalty: Evidence from Banking 

Sector of Pakistan. Faculty International Journal of Business and Social Science 

Vol. 3 No. 16. 

 

Pengaruh Kualitas Layanan Terhadap Loyalitas Pelanggan Pada PT Axalta Coating Systems
Indonesia
MULYADI, B.M. Purwanto, MBA, Ph.D
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



Hawkins, D.I., Mothersbaugh, D.L. (2014). Customer Behaviour: Building 

Marketing Strategy, 12th ed. McGraw-Hil Education, New York. 

Hornby, A. S. (2005). Oxford Advanced Learner’s Dictionary 7th Edition. New 

York: Oxford University Press. 

 

Hurriyati, R. (2005). Bauran Pemasaran dan Loyalitas Konsumen, Alfabeta, 

Bandung. 

 

Ismawati, Y., Brosche, S., Clark, S., Weinberg, J. dan Denney, V. (2015), Timbal 

Dalam Cat Enamel Rumah Tangga di Indonesia, Laporan Nasional, Bali Fokus 

Foundation, Bali, Indonesia  

 

Jusoh, K. dan Asghari, M. (2014), Environmentally friendly as a new dimension of 

product quality, International Journal of Quality & Reliability Management, Vol 

31 lss 5 pp. 547 - 565 

 

Keiningham, Timothy L., Lerzan, Aksoy, Bruce, Cooil dan Tor W. A. (2007). 

Commentary on ‘The Value of Different Customer Satisfaction and Loyalty Metrics 

in Predicting Business Performance, Marketing Science, forthcoming. 

 

Kottler, P. dan Keller, K.L. (2012). Marketing Management, 14th ed. Pearson 

Education Limited, Edinburgh Gate, Harlow, England. 

 

Ladhari, R., Souiden, N. dan Ladhari, I. (2011). Determinants of loyalty and 

recommendation: The role of perceived service quality, emotional satisfaction and 

image. Journal of Financial Services Marketing, 16(2), 111-124. 

 

Lassar, W.M., Manolos, C. dan Winsor, R.D. (2000) “Service quality perspectives 

and satisfaction in private banking”, International Journal of Bank Marketing, Vol. 

18, No. 4, pp. 181-9. 

 

Lovelock, Christopher. (1994). Product Plus: How Product+Service = Competitive 

Advantage, New York: McGraw Hill. 

 

Lovelock, C. dan Gummesson, E., 2004. Whither Services Marketing? In Search of 

a New Paradigm and Fresh Perspectives. Journal of Service Research 7 (1), August, 

pp. 20-4. 

 

Lovelock, Christopher H. and George S. Yip. (1996). Developing Global Strategies 

for Service Strategies, California Management Review, vol. 38, no. 2 (Winter): 64-

86. 

 

Macintosh, Gerrard. (2007). Customer Orientation, Relationship Quality, and 

Relational   Benefits   to the Firm, Journal of Services Marketing, Volume 21, 

Number 3, pp.150–159 

 

Pengaruh Kualitas Layanan Terhadap Loyalitas Pelanggan Pada PT Axalta Coating Systems
Indonesia
MULYADI, B.M. Purwanto, MBA, Ph.D
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



 

 

MARS Indonesia. (2013). Tidak mudah bermain di bisnis cat. Tersedia di 

http://www.marsindonesia.com/newsletter/tidak-mudah-bermain-di-bisnis-cat 

diakses 5 November 2015 

 

McCain, S.L.H., Jang, S. dan Hu, C. (2005), “Service quality gap analysis toward 

customer loyalty: practical guidelines for casino hotels”, Hospitality Management, 

Vol. 24, pp. 465-472. 

 

McMullan, R, Gilmore, A. (2008). Customer loyalty: an empirical study, European 

Journal of Marketing, Vol. 42 Iss 9/10 pp. 1084 – 1094 

 

Mittal, V., P. Kumar, M. Tsiros. (1999). Attribute-level Performance, Satisfaction 

and Behavioral Intentions over Time: A Consumption-System Approach. Journal 

of Marketing 63(2) 88-101. 

 

Mowen, J. C. (1995). Consumer Behavior 4th edition. New Jersey. Prentice Hall 

 

Oliver, Richard L. (1997). Satisfaction: A Behavioral Perspective on the Consumer, 

New York, NY: McGraw-Hill. 

 

__________. (1999). Whence consumer loyalty?,  Journal of Marketing, 63 

(Special Issue), 33-44. 

 

Parasuraman, A., Zeithaml, V.A. dan Berry, L.L. (1985), A conceptual model of 

service quality and its implications for future research, Journal of Marketing, Vol. 

49, pp. 41-50. 

 

Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1988). SERVQUAL: a multiple-

item scale for measuring consumer perceptions of service quality, Journal of 

Retailing, Vol. 67, pp. 420-50. 

 

P.T. Data Consult, Inc. (2014). Paint Production Predicted to Increase 8%. 

Tersedia di 

Http://Www.Thefreelibrary.Com/Paint+Production+Predicted+To+Increase+8%2

5.A0365688457. Diakses 3 November 2015 

 

Ross, J. A. (1994). The impact of an in-service to promote cooperative learning on 

the stability of teacher efficacy. Teaching and Teacher Education, 10 (4), 381-394. 

 

Rust R.T. dan Oliver R.L. (1994). Service Quality: Insights and Managerial 

Implications from the Frontier. In Rust R.T. & Oliver R.L. (eds.) (1994) Service 

Quality: New Directions in Theory and Practice. Thousand Oaks, California. Sage 

Publications. 

 

Pengaruh Kualitas Layanan Terhadap Loyalitas Pelanggan Pada PT Axalta Coating Systems
Indonesia
MULYADI, B.M. Purwanto, MBA, Ph.D
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/

http://www.marsindonesia.com/newsletter/tidak-mudah-bermain-di-bisnis-cat
http://www.thefreelibrary.com/Paint+Production+Predicted+To+Increase+8%25.A0365688457
http://www.thefreelibrary.com/Paint+Production+Predicted+To+Increase+8%25.A0365688457


Rust, R.T., Lemon, K.N. dan Zeithaml, V.A. (2004). Return on marketing: using 

customer equity to focus marketing strategy. Journal of Marketing, Vol. 68 

(January 2004), pp. 109–127. 

 

Saricam, C., Aksoy, A. dan Kalaoglu, F. (2012). Determination of the priorities of 

customer requirements and quality in apparel retail industry. International Journal 

of Business and Social Science, 3 (16), 242-250. 

 

Schnaars, S.P. (1998). Marketing Strategy: A Customer Driven Approach. The Free 

Press. Ney York. 

 

Stahlberg, D., Johansson, M. (2015). Properties of Powder Coatings in Load 

Carrying Construction, JCT Research, Vol 2, No.6, p 473-481. 

 

Tjiptono, Fandy, (2015), Strategi Pemasaran, Edisi 4, Andi Offset, Yogyakarta.  

 

Tjiptono, F. dan Diana, A. (1996) Total Quality Management, edisi pertama, CV 

ANDI Offset, Yogyakarta. 

 

Tjiptono, Fandy. dan Chandra, Gregorius. (2012). Pemasaran Strategik. Edisi 

Kedua. Andi, Yogyakarta. 

 

Treacy, M. dan Wiersema, F. (1996). Discipline of Market Leader. Terjemahan: 

Bern Hidayat. Jakarta: Gramedia Pustaka.  

 

Wang, Y., Lo, H.P. dan Hui.Y.V. (2003). The antecedents of service quality and 

product quality and their influences on bank reputation: evidence from the banking 

industry in China”, Foresight – The Journal of Future Studies, Strategic Thinking 

and Policy, Vol. 4 No. 3, pp. 38-55. 

 

Yi‐Ting, Yu. dan Alison, Dean. (2001). The contribution of emotional satisfaction 

to consumer loyalty", International Journal of Service Industry Management, Vol. 

12 Iss: 3, pp.234 – 250. 

 

Yuen, F.T. dan Chan, S.S.L. (2010). The effect of retail service quality and product 

quality on Customer Loyalty, Journal of data base marketing and customer strategy 

management, Vol 17, 222-240.  

 

Zeithaml, V.A. (1988). Consumer perceptions of price, quality, and value: a means-

end model and synthesis of evidence, Journal of Marketing, Vol. 52 No. 7, pp. 2-

22. 

 

Zeithaml, V.A., Berry, L.L. dan Parasuraman, A. (1993). The nature and 

determinants of customer expectations of service'', Journal of the Academy of 

Marketing Science, Vol. 21, pp. 1-12. 

 

Pengaruh Kualitas Layanan Terhadap Loyalitas Pelanggan Pada PT Axalta Coating Systems
Indonesia
MULYADI, B.M. Purwanto, MBA, Ph.D
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



Zeithaml, V. dan Bitner, M. (2003). Service Marketing: Integrating Customer 

Focus across the Firm, McGraw-Hill, New York. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Pengaruh Kualitas Layanan Terhadap Loyalitas Pelanggan Pada PT Axalta Coating Systems
Indonesia
MULYADI, B.M. Purwanto, MBA, Ph.D
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/


	DAFTAR PUSTAKA

