
xiv 
 

DAFTAR PUSTAKA 

Adhi. (2016), Tuai Kontroversi, Begini Awal Mula Kisah Taksi Daring di 

Indonesia, URL: http://www.money.id/digital/tuai-kontroversi-begini-

awal-mula-kisah-taksi-daring-di-indonesia-160316g/grabcar-dan-

uber.html. (Diakses: 4 Oktober 2016). 

Agyapong, G. K. Q. (2011), “ The Effect of Service Quality on Customer 

Satisfaction in The Utility Industry – A Case of Vodafone (Ghana),” 

International Journal of Business and Management, Vol.6, No. 5 pp. 203 

– 210.  

Amini, A., Darani, M., Afshani, M. and Amini, Z. (2012), “Effectiveness of 

Marketing Strategies and Corporate Image on Brand Equity as A 

Sustainable Competitive Advantage,” Interdisciplinary Journal Of 

Contemporary Research in Business, Vol. 4 No. 2 pp. 192 – 205. 

Anderson, E. W. (1998), “Customer Satisfaction and Word of Mouth,” Journal 

of Service Research, Vol.1 No.1, pp. 5 – 17. 

Ardiles, Rival. (2015), Kisah Sukses Pendiri Gojek, Nadiem Makarim, URL: 

http://www.banguninspirasi.com/2015/06/kisah-sukses-pendiri-gojek-

nadiem.html. (Diakses: 4 Oktober 2016). 

Aziz, N. F. (2013), A Study On Service Quality In Relations Toward Customer 

Satisfaction Among Express Bus Customer In Kuantan, Faculty of 

Technology University Malaysia Pahang, Published Thesis Research. 

Badan Pusat Statistik DKI Jakarta. (2016), Jakarta Dalam Angka 2016, URL: 

http://jakarta.bps.go.id/backend/pdf_publikasi/Jakarta-Dalam-Angka-

2016.pdf (Diakses: 17 Mei 2017) 

Blue Bird Group. (2014), Blue Bird Group Getting The 3
rd

 Superbrands Award, 

URL: http://www.bluebirdgroup.com/news/blue-bird-group-getting-the-

3rd-superbrands-award. (Diakses: 4 Oktober 2016). 

Cengiz, E. (2010), “Measuring Customer Satisfaction: Must Or Not,” Journal of 

Naval Science and Engineering , Vol. 6, No.2, pp. 76 – 88. 

Chaniotakis. I. E. (2009), “Service Quality Effect on Satisfaction and Word of 

Mouth In The Health Care Indusrty,” Managing Service and Quality, Vol. 

19 No. 2 pp. 229 – 242. 

Chetanont, S. (2016), “Quality Perception of Public Taxi Services Towards 

Satisfaction in Using Among Foreign Tourists Study of Bangkok,” 

Journal of Economic, Business and Management, Vol. 4 No. 8 pp. 499 – 

503. 

Dachyar, M. dan Rusyidina, A. (2012), “Measuring Customer Satisfaction and Its 

Relationship Towards Taxi’s Service Quality Around Capital City 

ANALISIS PENGARUH KEPUASAN KONSUMEN, KUALITAS JASA, DAN CITRA PERUSAHAAN PADA
NIAT GETOK TULAR
PENGGUNA TAKSI BLUE BIRD DI KOTA JAKARTA
ADITYA ANUGRAH PUTRA, Bayu Sutikno, S.E., Cand.Merc., Ph.D.,
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



xv 
 

Jakarta,” International Journal of Engineering &Technology, Vol:15 No. 

01 pp. 24 – 27. 

Dewi, Santi. (2016), Pro dan Kontra Penggunaan Transportasi Aplikasi Daring, 

URL : www.rappler.com/indonesia/125731-sopir-taksi-tolak-uber-

grabtaxi. (Diakses: 4 Oktober 2016). 

Drost, E., A. (2006), “Validity and Reliability in Social Science Research,” 

Education Research and Perspectives, Vol. 38 No. 1 pp. 105 – 123. 

El-Salam, E. M. A. and El-Nahas, T. (2013), “The Impact of Corporate Image 

and Reputation on Service Quality Customer Satisfaction and Customer 

Loyalty: Testing The Mediating Role. Case Analysis In An International 

Service Company,” The Business & Management Review, Vol. 3 No. 2 pp. 

177 – 196. 

Frontier Consulting Grup. (2016), Corporate Image Award Indonesian’s Most 

Admired Company, URL: imacaward.com (Diakses: 2 Februari 2017) 

Gelb, B. and Johnson, M. (2015), “Word of Mouth Communication: Causes and 

Consequences,” Journal of Health Care Marketing, Vol. 15 No.3 pp. 54 – 

57. 

Glienmourinsie, Disfiyant. (2016), Blue Bird Tak Gentar Hadapi Tarif Murah 

Taksi Daring, URL: http://ekbis.sindonews.com/read/1094031/34/blue-

bird-tak-gentar-hadapi-tarif-murah-taksi-daring-1458299797. (Diakses: 4 

Oktober 2016). 

Hidayati, R., Sampurno and Wahyono, D. (2012), “Analisis Kepuasan Konsumen 

Serta Pengaruhnya Terhadap Loyalitas dan Perilaku Getok tular 

Konsumen Obat Herbal An Nuur,” Jurnal Manajemen dan Pelayanan 

Farmasi, Vol. 2 No. 3 pp. 140 – 146. 

Horsu, E. N. and Yeboah, S. T. (2015),”Influence of Service Quality On 

Customer Satisfaction: A Study of Minicab Taxi Services In Cape Coast, 

Ghana,” International Journal of Economic, Commerce and Management, 

Vol. III No. 5 pp. 1451 – 1464. 

Ika, Aprilia. (2016), Akhir Sesi Perdagangan, Saham BIRD dan TAXI Turun 

Makin Dalam, 

URL:http://bisniskeuangan.kompas.com/read/2016/03/23/170444826/Akhi

r.Sesi.Perdagangan.Saham.BIRD.dan.TAXI.Turun.Makin.Dalam. 

(Diakses: 4 Oktober 2016). 

Ilieska, K. (2013), “ Customer Satisfaction Index – as a Base for Strategic 

Marketing Management,” TEM Journal, 2(4) pp. 327 – 331. 

Jan, M. T., Abdullah, K. and Shafiq. A. (2013), “ The Impact of Customer 

Satisfaction on Word-of-Mouth: Conventional Banks of Malaysia 

Investigated,” International Journal of Information Technology & 

Computer Science, Vol. 10 No. 3 pp.  14 – 23. 

ANALISIS PENGARUH KEPUASAN KONSUMEN, KUALITAS JASA, DAN CITRA PERUSAHAAN PADA
NIAT GETOK TULAR
PENGGUNA TAKSI BLUE BIRD DI KOTA JAKARTA
ADITYA ANUGRAH PUTRA, Bayu Sutikno, S.E., Cand.Merc., Ph.D.,
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



xvi 
 

Janie, D., N., A. (2012), Statistik Deskriptif & Regresi Linier Berganda Dengan 

SPSS, Semarang University Press, Semarang. 

Jinfeng, L., Runtian, J and Qian, C. (2015), “Antecedent of Corporate 

Reputatuion and Customer Citizenship Behavior: Evidence From China,” 

International Business and Management, Vol. 9 No. 1 pp. 128 – 132. 

Joewono, T. B. and Kubota, H. (2007), “User Satisfaction With Paratransit in 

Competition With Motorization In Indonesia: Anticipation of Future 

Implication,” Transportation: Planning, Policy, Research, Practice, Vol. 

34, Issue 3 pp. 337 – 354. 

Khung, N., M. and Dai, N., Q. (2016), “The Factors Affecting Customer 

Satisfaction and Customer Loyalty – A study of Local Taxu Companies in 

Ho Chi Minh City, Vietnam,” International Journal of Innovation, 

Management and Technology, Vol.7 No. 5 pp. 228 – 233. 

Kuo, C. W and Tang, M. L. (2011). “Relationship Among Service Quality, 

Corporate Image, Customer Satisfaction, and Behavioral Intention For 

Elderly in High Speed Rail Services,” Journal Of Advanced 

Transportation.  

Lang, B. (2011), “How Word of Mouth Communication Varies across Service 

Encounters,” Managing Service Quality, Vol. 21 No. 6, pp. 583 – 598. 

Lang, B. (2013), “Word of Mouth: What We Know And We Have Yet To 

Learn,” Journal of Consumer Satisfaction, Disatisfaction & Complaining 

Behavior, Vol. 26 pp. 3 – 18. 

Liu, C. S. and Lee, T. (2016), “Service Quality and Price Perception Of Service: 

Influence of Word of Mouth and Revisit Intention,” Journal of Air 

Transport Management, Vol. 52, pp. 42 – 54. 

Maisam, S. and Mahsa, R. (2016), “Positive Word of Mouth Marketing: 

Explaining The Role of Value Congruity and Brand Love,” Journal of 

Competitiveness, Vol.8, Issue 1, pp. 19 – 37. 

Mosahab, R., Mahamad, O. and Ramayah, T. (2010), “Service Quality, Customer 

Satisfaction and Loyalty: A Test Of Mediation,” International Business 

Research, Vol.3 No. 4 pp. 72 – 80. 

Mohsan, F.; Nawaz, M. M.; Khan, M. S.and  Shaukat, Z. (2011), “Impact of 

Customer Satisfaction Loyalty and Intentions to Switch: Evidence from 

Banking Sector of Pakistan,” International Journal of Business and Social 

Science, Vol. 2 No. 16 pp. 263 – 270. 

Mousavi, S. A., Nosratabadi, S. and Saedi, M. R. (2015), “Effects Of Banking 

Services Quality On The Customer Word Of Mouth Advertising,” 

International Journal of Economics, Commerce and Management, Vol. 

III, Issue 9, pp. 679 – 690. 

ANALISIS PENGARUH KEPUASAN KONSUMEN, KUALITAS JASA, DAN CITRA PERUSAHAAN PADA
NIAT GETOK TULAR
PENGGUNA TAKSI BLUE BIRD DI KOTA JAKARTA
ADITYA ANUGRAH PUTRA, Bayu Sutikno, S.E., Cand.Merc., Ph.D.,
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



xvii 
 

Munhurrun, P. R., Naidoo, P. and Bhiwajee, S. D. L. (2010), “Measuring Service 

Quality: Perception of Employees,” Journal of Business Research, Vol. 4, 

No. 1 pp. 47 – 58. 

Murambi, D. N. and Bwisa, H. M. (2014), “Service Quality and Customer 

Satisfaction in Public Transport Sector of Kenya: A Survey of Shuttle 

Travelers in Kitale Terminus,” International Journal of Academic 

Research in Business and Social Science,” Vol. 4 No. 9 pp. 402 – 412. 

Murphy, L., Mascardo, G. and Beckendorff. P. (2007), “Exploring Word-of-

Mouth Influences On Travel Decision: Friends and Relatives VS. Other 

Travellers,” International Journal of Consumer Studies, Vol. 31, pp. 517 – 

527. 

Mustakim, A. (2017), Perkembangan Teknologi Di Tahun 2017 Yang Akan 

Mengalami Kemajuan, URL: https://www.klikmania.net/perkembangan-

teknologi-tahun-2017/ (Diakses pada: 2 Februari 2017) 

Naik, C. N. K., Gantasala, S. B. and Phabhakar. G. V. (2010), “Service Quality 

(Servqual) and Its Effect on Customer Satisfaction in Retailing,” European 

Journal of Social Sciences, Vol.16, No. 2 pp. 231 – 243. 

Nazwirman. (2015), “The Influence of Perceived Service Performance and Price 

Fairness Toward Repurchase Through Customer Satisfaction and Getok 

tular (An Empirical Study of Lion Air Company)”, International Journal 

of Advanced Research, Volume 3, Issue 10, 1846 – 1854. 

Nguyen, N. and LeBlanc, G. (1998), “The Mediating Role Of Corporate Image 

On Consumers Retention Decisions: An Investigation in Financial 

Services,” International Journal of Bank Marketing, Vol. 16 No. 2 pp. 52 

– 65. 

Nguyen, N. and LeBlanc, G. (2001), “Corporate Image and Corporate Reputation 

in Customers Retention Decision in Services. Journal of Retailing and 

Consumer Services,” Journal of Retailing and Consumer Services, No.8 

pp. 227 – 36. 

Parasuraman, A., Zethaml, V. A. and Berry, L. L. (1985), “A Conceptual Model 

Of Service Quality and Its Implications For Future Research,” Journal of 

Marketing, Vol. 49, No. 4 pp. 41 – 50. 

Pramono, Richo. (2016), Journal: Babak Baru Bisnis Taksi Daring, URL: 

http://news.liputan6.com/read/2525819/journal-babak-baru-bisnis-taksi-

daring. (Diakses: 4 Oktober 2016). 

Pratama, Aditya Hadi. (2016), Review My Blue Bird: Langkah cermat Taksi Biru 

mengejar ketinggalan, URL: www.rappler.com/indonesia/133611-

newmybluebird-blue-bird-aplikasi-baru. (Diakses: 4 Oktober 2016). 

ANALISIS PENGARUH KEPUASAN KONSUMEN, KUALITAS JASA, DAN CITRA PERUSAHAAN PADA
NIAT GETOK TULAR
PENGGUNA TAKSI BLUE BIRD DI KOTA JAKARTA
ADITYA ANUGRAH PUTRA, Bayu Sutikno, S.E., Cand.Merc., Ph.D.,
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



xviii 
 

Quoquab, F., Basiruddin, R. and Rasid, A., Z., A. (2013), “A Structural Look at 

Service Loyalty: Role of Service Quality, Corporate Image, and Trust,” 

American Journal of Economics 2013, Vol. 3 pp. 177 – 183. 

Rahayu, S. (2013), “Internal Customer Satisfaction And Service Quality Toward 

Trust and Getok tular,” ASEAN Marketing Journal, Vol.III, No.2 pp. 114 – 

123. 

Rahman, M. S. (2012), “Service Quality, Corporate Image and Customer’s 

Satisfaction Towards Customers Perception: An Exploratory Study On 

Telecom Customers In Bangladesh,” Business Intelligence Journal, Vol. 5 

No. 1 pp. 56 – 63. 

Ranjbarian, B., Forghani, M. H. and Ghafari, M. (2013), “Personality Traits and 

The Use Of Word of Mouth Communication as A Source Of Travel 

Information Among Inbound Tourists Who Visited Isfahan,” International 

Jpurnal Of Academic Research in Economics and Management Sciences, 

Vol. 2 No. 3, pp. 20 – 26.  

Rogala, A and Rubnitz, T. (2017), Live From Transforming Transportation 

2017: How Do Cities Make Disruptive Technology Work For All?, URL: 

http://thecityfix.com/blog/live-from-transforming-transportation-2017-

how-do-cities-make-disruptive-technologies-work-for-all-alex-rogala-

talia-rubnitz/ (Diakses: 2 Februari 2017). 

Sallam, M.A. (2016), “An Investigation of Corporate Image Effect on WOM: 

The Role of Customer Satisfaction and Trust,” International Journal of 

Business Administration, Vol. 7, No.3 pp. 27 – 35. 

Samad, A. (2014), “Examining the Impact of Perceived Service Quality 

Dimension On Repurchase Intention and Getok tular: A Case From 

Software Industry of Pakistan,” IOSR Journal of Business and 

Management, Vol. 16, No. 1 pp. 37 – 41. 

Santos, M., J., C. and Melendez, A. P. (2016), “The Role of Satisfaction in 

Cultural Activities Getok tular. A case Study In The Picasso Museum of 

Malaga (Spain,” Tourism & Management Studies, Vol.12 No. 1 

Setyadharma, A. Uji Asumsi Klasik Dengan SPSS 16.0, Universitas Negeri 

Semarang, Bahan Ajar.  

Sekaran, Uma. (2003). Research Methods For Business A Skill Building 

Approach 4
th

 Edition, John Wiley & Sons. Inc, New York, USA. 

Shirsavar, H. A., Gilaninia, S. and Almani, A. M. (2012), “A Study of Factor 

Influencing Positive Getok tular in the Iranian Banking Industry,” Middle-

East Journal of Scientific Research, Vol. 11 No. 4 pp. 454 – 460. 

Shuster, B. (2014), Technology Plays Key Role In Transportation, URL: 

http://www.washingtontimes.com/news/2014/jul/23/technology-plays-key-

role-in-transportation/ (Diakses: 2 Februari 2017) 

ANALISIS PENGARUH KEPUASAN KONSUMEN, KUALITAS JASA, DAN CITRA PERUSAHAAN PADA
NIAT GETOK TULAR
PENGGUNA TAKSI BLUE BIRD DI KOTA JAKARTA
ADITYA ANUGRAH PUTRA, Bayu Sutikno, S.E., Cand.Merc., Ph.D.,
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/



xix 
 

Tempo. (2015), Booming Tren Taksi-Ojek Daring Go-jek, Grab Taxi, dan Uber, 

URL: https://m.tempo.co/read/news/2015/06/15/072675178/booming-tren-

taksi-ojek-daring-go-jek-grabtaxi-dan-uber/3. (Diakses: 4 Oktober, 2016) 

Ueltschy, L. C., Laroche, M., Eggert, A. and Bindl, U. (2007), “Service Quality 

and Satisfaction: An International Comparison Of Professional Service 

Perceptions,” The Journal of Services Marketing, Vol. 21 No. 6 pp. 410 – 

423. 

Virvilaite, R. and Daubaraite, U. (2011), “Corporate Social Responsibility in 

Forming Corporate Image,” Inzinerine Ekonomika-Engineering 

Economics, Vol. 22 No. 5 pp. 534 – 543. 

Volkmann, M. (2015), “Brand Positioning in Global Marketing,” Lecturer 

Notes, TH-Koln.  

Weiwei, T. (2007), “Impact of Corporate Image and Corporate Reputation On 

Customer Loyalty: A Review,” Management Science and Engineering, 

Vol. 1 No. 2 pp. 57-62. 

Widianto, Satrio. (2016), Pengusaha Taksi Pertanyakan Pemerataan Tarif, URL: 

http://www.pikiran-rakyat.com/ekonomi/2016/03/19/364459/pengusaha-

taksi-pertanyakan-pemerataan-tarif. (Diakses: 4 Oktober 2016). 

Williams, M., Buttle, F. and Biggeman, S. (2012), “Relating Word-of-Mouth to 

Corporate Image,” Public Communication Review, Vol.2 No. 2 pp. 3 – 16. 

Yang, H. E., Wu, C.C., and Wang, K.C. (2008), “An Empirical Analysis of 

Online Game Service Satisfaction and Loyaltu,” Expert System with 

Application, Vol. 36 No.2, pp. 1816 – 1825. 

Yasvari, T., H., Ghassemi, R., A. and Rahrovy, E. (2012), “Influential Factors on 

Word of Mouth in Service Industries,” International Journal of Learning 

& Development, Vol.2 No.5 pp. 227 – 242. 

Zainol, A. Z., Lockwood, A. and Kutsch, E. (2010), “Relating the Zone of 

Tolerance to Service Hospitality Industry,” Journal of Travel & Tourism 

Marketing, Vol. 27, No.3 pp. 324 – 333. 

Zulkarnaen, Iskandar. (2015), Menebak Masa DEPAN Gojek (Level II – Inovasi 

Hijau), URL: http://www.kompasiana.com/iskandarjet/menebak-masa-

depan-g 

 

ANALISIS PENGARUH KEPUASAN KONSUMEN, KUALITAS JASA, DAN CITRA PERUSAHAAN PADA
NIAT GETOK TULAR
PENGGUNA TAKSI BLUE BIRD DI KOTA JAKARTA
ADITYA ANUGRAH PUTRA, Bayu Sutikno, S.E., Cand.Merc., Ph.D.,
Universitas Gadjah Mada, 2017 | Diunduh dari http://etd.repository.ugm.ac.id/


